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Royal Mencap Society is the leading voice of learning disabilities. Mencap runs the service throughout England, Northern Ireland, and Wales to provide support for the people with learning disabilities working to improve their lives to live independently. Their focus is to provide the quality of care to those who need some extra help in their lives.
“We’re here to improve the lives of people with a learning disability and their families now and fight alongside them for a better future. We team up with our network of over 300 local groups to reach people across England, Northern Ireland and Wales.” (What we do, 2020)
Their Mission is to change the world’s perception of thinking towards learning difficulties and improve the quality of life for people with learning difficulties and their families. People with difficulties had a really hard time in olden days because those people did not have enough knowledge and education to understand them. There was loads of discrimination, abuse, and lack of facilities to have a better life and equal opportunities in life for them. So, Mencap’s plan has been divided into 6 priorities which are reducing stigma and discrimination, early intervention, making a difference, here and how, supporting friendship and relationship, improving health and employment.
Their Vision is a world where people with learning disabilities have been included, listened, and valued equally. People with learning disabilities have faced inequalities and their vision is to change that in every area of life for them and their families. They take time with speaking or in some cases they speak so quickly so people need the patience to understand them. So, people avoid conversations or rushed them. They have the same right to live in this society as every individual does. So Mencap opens this service in the 1940s for them to live independently and be treated equally. 
The Objectives they have achieved are significant measurable improvements in people perception but still, there is an area of improvements such as social networking. Their objectives are to support the families with 0-5 years old to have more knowledge and provide the right support in the early stage for them to see a better future for their child. Also, one of their Objective is for the people with learning difficulty to have a labour job and employee to know that people with a learning difficulty can be good employees with accurate support.
V MOST
[image: VMOST - Mastering Business Analysis]Mencap have cost leadership strategy because they rent the normal house from the landlord and rent them to the people with the learning disabilities while other companies like Priory Adult Care get a big land to build the houses. They have 40-60-bedroom houses to keep them going. With that, they will have to pay extra bills such as council tax, gas, and electricity to run a home. With the small houses, Mencap does not have to pay extra rent, council tax, water, gas, and electricity. Mencap saves more and have more branches then Priory Adult care and have more tenants. 
Mencap’s tenants work for a living and pay their bills and divide them individually in the home which they share. They pay for their food and maintain their living cost and that differentiate them from Priory Adult Care. That saves more money for Mencap to have more business. 
Mencap pays minimum wage to their employees and their support worker does all the work like; domestic cleaning, cooking, medication and finance while Priory Adult Care has their separate cleaner, chef, senior support worker to administer the medication and Admin assistant who support with their finances. Mencap should improve their relationship with staff and provide them with bonuses so their staff feel appreciated and do not quit.
Due to COVID-19, people with learning disabilities have lost their friends which they use to see daily. They should have introduced an online service for them to see their friends such as skype, Zoom, WhatsApp video calls etc. That affects their social wellbeing and lead them to aggression, they got more agitated and, in some cases, they have anger management and that leads them to mental health. 
Mencap aim is to get more jobs for the service users to live independently but because of lack of digital technology in Mencap society, people could not have the opportunities such as due to COVID-19 19 people are lonely at home so Mencap could have helped them to have a phone/video consultation jobs to keep the loneliness away from people and would have made a difference in people lives. Not all people have been made to do a labour job so they should be more open to society and support them to the digital world. People with a learning difficulty are good with social media so they should introduce more options on their website. Healthy eating was not introduced to the home and their support workers are not trained to cook healthy meals so they should have a separate chef who will maintain their health.
Swot Analysis of Mencap
Activities and cleanliness are their strengths because they provide accurate cleaning products, so their services did not suffer from the deadly disease in this pandemic while other similar services have suffered from the virus purely because of the cleanliness standard failed. Mencap services took the challenge to clean the touchpoints every hour to prevent the infection. “For both managers and employees in healthcare environments, it’s of paramount importance to maintain the highest possible standards of hygiene. Failure to comply with health and safety regulations can lead to outbreaks of potentially harmful diseases such as Norovirus, resulting in increased risk to patient’s health, employee absenteeism, and consequent disruption to treatment plans and residents’ day to day lives. Many people pass through the doors of a care home daily, so keeping the environment clean and sanitised can understandably be a challenge for staff.” (P. Casson,2018)
Support workers provided the indoor activities to make sure the service users have the right support for their emotional, mental, and educational wellbeing. Some similar services feel the personal care and house jobs are more important than the activities for the service users while their emotional wellbeing is very important to have a healthy lifestyle. “The dictionary definition of the word “activities” includes synonyms – activeness, animation, life and liveliness, entertainment, hobby, spirit, and vitality. These words all describe things you would hope and pray for your loved one to have despite moving into residential care and therefore activities are paramount. There is a need for those in care to retain, regain and even develop new skills (there is an entire unit in SVQ III Health and Social Care dedicated to exactly this) to continue having a good quality of life. The “quality” of care in a care home should be based on how residents feel and the quality of their lives, not just the food and décor. Often when we think of activities we think of the “all-singing, all-dancing” approach but with residents who live with dementia, activities can be far smaller, more person-centred, and valuable. Activities can be anything which is enriching, purposeful and beneficial to the resident.” (Storii Care,2017)
Weaknesses for their homes are they do not have lifts in the houses and people are limited to the ground floors. Wheelchair users can not choose a room upstairs and are limited to their tasks. So, when Mencap market for the service users they are limited with the capacity to rent a room because people rent for the long term and that is the barrier for them to choose a home for their loved ones.
They do not have online rota or app where the employees can access anytime, they are reserve in their ability to check the rota such as staff are missing their shifts or late at shift because they have wrong dates in their diaries which is an easy mistake to make while you are writing the shifts in your diary due to paper rota which is sharing for all. If they have online service, they can log in every day and they can access their timetable at any time rather than missing the shifts. That slows the process for the shift on the floor such as if a service user has an appointment and they are short of staff, the service user will be late for the appointment, that will agitate the service user and their day will be ruined, while Mencap has a duty of care to provide excellent service to service users.
Management culture is very reserve and old-fashioned in Mencap such as they do not believe in the social media, they see a phone as a threat with the employees purely because they do not have enough education about social media. Such as they can have a Facebook page or TikTok to advertise their business. Staff can directly post the videos on social media from the phone about daily activities or parties. That will promote the Mencap business but Mencap is naïve to see the beauty of social media. They have a strong perception about using the books for colouring or word search while with the iPad a service user can enjoy all those activities on social media and they can play connect with others and that will enhance their challenging behaviour. So, Mencap has lack of capacity toa advertise and they should be more open to this world for the service users and the benefit of the business.
“Although marketing is practised by small firms the type and amount of activity small businesses undertake differs between sectors and is certainly different than the marketing practised by large firms. Small business marketing is different due to the small business’s unique characteristics; their budgetary and other resource constraints and the influence of the owner-manager. Management culture with SMEs tends to be more innovative and entrepreneurial. SME owners/managers are often in charge of all the decision making and operational issues of the firms. This has an impact on SMEs in managing the businesses on a day-to-day basis making it difficult for them to adopt a more planned, strategic approach and instead focusing on tactical, aspects. SME owners/managers lack a theoretical grounding in marketing and instead rely on networking, relationship marketing, word of mouth and their entrepreneurialism.” (Willis, D.S. and Thurston, M., 2015)
With social media networks, they could have a video chat with the families in this pandemic. Some service users have forgotten their families and stopped even talking about their families and living lonely and they become challenging. Not all the Mencap staff is trained to deal with the challenging situations and it makes it more difficult for the service user to calm down and be safe in a challenging situation. “A proportion of people with a learning disability will present behaviour that may be considered challenging. In adults, this is around 10-15%. What we think of as challenging behaviours can vary, but this often includes aggression, self-injury, and destructiveness. These behaviours can have serious effects on a person’s life, making it harder for them to get an education or socialise. It can also make it difficult for them to live independently.” (NCMH,2020) 
Their emotional well-being has been affected and they end up losing a temper on the others at the home. They have lost their tenants and they have forcefully shut the 3 homes in Walsall area and moved the remaining tenants in other Mencap’s services and had a financial loss in the business.
Stakeholders
Stakeholders for Mencap are the honours of Mencap, Local Authorities, Investors (Charities), tenants, employees and suppliers which play a vital role in the company. They all have an interest in Mencap to gain success and they can have a negative or positive impact on the company.
Using the BSC Mencap’s Internal and external stakeholder’s performance will be produced so they will be able to work on their strengths and weaknesses.
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CEO’s, charities, and Employees and are internal stakeholders and have a vital part running the business. CEO’s have all the responsibilities to make sure they have enough funding to run the business and provide the quality of care to service users to maintain their business. Charities pay big amount every year, so they attend all the meetings to make sure funding still carry on.
Employees who run their businesses like support workers are on minimum wage. They do not have cleaners, chef, finance officer or a nurse. They make their staff work hard and do all these jobs in a home and on top, the support workers have to make sure they do the activities with them to get them going so they do not feel left out. The staff doesn’t have a break in 8 hours shift and they cannot eat or drink or if they are eating or drinking, they will be in rush. In this pandemic started early this year make it difficult to eat and drink with PPE for the staff member because Mencap provides 3 masks per shift and the staff must change the mask after personal care. So, that makes it more difficult for the staff to stay hydrated because once the staff have a mask on they cannot take it off before 3 hours and once they took the mask off they have to put the new mask. Mencap saving lots of money with this strategy to have one staff member to do all the tasks on a shift so it does not cost them extra.
The same staff is administering the medication because they do not hire senior staff to administer that. If they hire the senior staff they have to pay more so, again their strategy is still working but they fail to understand they do not have a staff who is with them for a long time. Staff member ends up leaving the jobs and service users have different staff in 2-3 months which is not good practice, and it is not good for the Mencap.
They do not have employees training programme where they can take their career forward, such as senior staff, a nurse or leader and a trainee manager. If the staff have that opportunity they can be studying or training on the senior level, the wage will be higher and that will give them more confidence to work and look forward in their careers and provide quality of care. With level 5 in Health and social care they could work under practitioners and Mencap have their teams of practitioners rather then they must wait for NHS to do their jobs. They do not have any bonus scheme or any other programmes such as if someone wants to be in the managerial position they have strict policy and they do not give a chance to all the employees and have it open for everyone to proceed forward so staff end up leaving and it affects the mental wellbeing of the service users. The service user with the anxiety finds it difficult to mix up with the new staff because of their condition or in some cases they get emotionally attached with the staff and finds it difficult to accept that the staff member is leaving and making contact to with the new staff member.
External stakeholders 
External stakeholders like service users and suppliers like Accord housing, PPE suppliers, ring and ride services are important to Mencap. They provide the profit to the business such as if a service user is happy with the home they are living in, they will recommend the service to family and friends. People with learning difficulties are sensitive and make sure they are happy where they are living, and they have a strong bond with their families and friends. If two friends are using the same service, they make sure for each other that they both are getting the same service and if they are not happy it will be alternative.
Mencap’s rent the most houses from Accord Housing Association and they have a contract with them for several years. Mencap should update their houses because their homes are old fashioned and service users do not even have a choice to decorate according to their liking.
Porter 5 forces
“Porter's Five Forces is a model that identifies and analyses five competitive forces that shape every industry and helps determine an industry's weaknesses and strengths. Five Forces analysis is frequently used to identify an industry's structure to determine corporate strategy. Porter's model can be applied to any segment of the economy to understand the level of competition within the industry and enhance a company's long-term profitability. The Five Forces model is named after Harvard Business School professor, Michael E. Porter.” ( G. Scott,2020) 

Thread and substitute services 
Threats for Mencap are a family member are providing support to the people with learning difficulties. So, Mencap would not have clients and if they do not have clients, they would not have profit in their business.
 The substitute for Mencap would be if a Local authority put the measure which provides free support to those in need that will lead to Mencap and similar companies into losses.
The new technology is expanding at such a high phase and would be a massive threat in future for Mencap to provide the service because increasingly robots have been used to provide the tasks into daily lives.
“Japan is rolling out robots in nursing homes, offices and schools as its population ages and workforce shrink. What can it teach other countries facing the same problems? Japan is changing: a rapidly ageing society, a record-breaking influx of visitors from overseas, and more robots than ever. That is where the country's young people come in. Gen J, a new series by BBC Work life, keeps you up to speed on how the nation's next generation is shaping the Japan of tomorrow.” (B. Lufkin,2020)
Bargaining power of customers
Learning disability people are the power for Mencap. They pay for the service and expect the excellent service and quality of care in return. Without excellent service, Mencap will suffer the loss of the clients and they will not have a good quality of care. Patients are potential buyers, so their families need excellent service and care form Mencap for the families to trust to leave their loved ones in Mencap Care. They need to be protected from abuse, harm and their health and wellbeing need to be maintained at all the time. There are many cases where the staff has been arrested because of the abuse or mistreating the service users so its Mencap’s duty of care to provide an excellent service where they feel safe.
“Ten staff members at a learning disability hospital have been arrested after a BBC Panorama programme showed footage of staff appearing to mistreat patients.
Following an investigation into alleged abuse of patients at Whorl ton Hill psychiatric hospital, Durham Constabulary confirmed it had arrested seven men and three women in connection with the undercover recording, which showed carers being violent towards patients.” (M. Samuel, 2019) 

Competitors
There is massive competition in the health care industry because there are loads of companies which are providing similar services. Mencap needs to be unique to provide excellent service and compete in the industry to maintain the sustainability of the business for the long term. Mencap needs to provide excellent quality of service to the service users so their CQC report will be outstanding and that will give the confidence for the families who wants to use the service for their loved ones. The outstanding report from CQC will open more doors for them and more people will join their service without any fear and that will have a positive impact on the business.
“Everybody has a right to good care. Much attention is rightly focused on poor care, but it is also important to recognise where care is good and to celebrate the services that are getting it right.
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Some care providers do things well through innovative ways of working or by doing the basics well. Others can learn from them and solutions should be shared across the system.” (CQC,2017)

Barrier of Entry 
The landlords are a barrier to entry in Mencap. All their homes did not lift and some homes are really old. Most of their service users are wheelchair users and prefer a home with lifts so they can have access to all the homes where they are living. This is not only because they will choose the top floor, but they might have a friend on the first floor who they want to visit but due to mobility that restricts their wish. They can increase the rent and would be able to get the service what is needed for the service users rather what is suitable for them.
Bargaining power of suppliers
Mencap suppliers such as PPE provider, Ring and Ride service plays a massive part in daily tasks. Such as Service users attend the colleges, activity centres, pubs and restaurants so Mencap could save the money by hiring their buses and drivers so they can save that money and put that into the quality of the care.
PPE is an essential part of Mencap, especially this pandemic has taken many lives due to inaccurate or shortage of PPE. So, Mencap should have a strong bond with the suppliers to provide the PPE in any emergency. When the Pandemic started Mencap did not even have Masks, Visors and gowns. Many staff members have gone on Furlough because they had vulnerable people to go home to. Many staff members have not seen their families for weeks because they were protecting their children/families from Covid-19.
“The British Prime Minister’s words were clear. Asked about the way that covid-19 had spread through care homes, he said: “We discovered too many care homes didn’t follow the procedures.” The response from those running these homes was fast and furious, with one senior executive describing what was widely perceived as an attempt to blame them for the deaths as “a Kafkaesque alternative reality.” We now know that there were several reasons why so many died, including the movement of infected staff among different homes and transfer of infected patients from hospitals, but a major factor was the shortage of personal protective equipment (PPE). Quite simply, care homes were unable to get the supplies they needed.” (Walker, Syal, Stewert, 2020)
Sustainable strategy and recommendations for long term future 
Mencap should focus on energy saving and water management strategy for the long-term holistic approach for the sustainability of the business. “There is an urgent need for residential care homes and nursing homes in the UK to ensure viability with sustainable development. At base, the country’s 20,349 UK care homes are faced with the prospect of energy bills doubling over the next 10 years. This almost inevitable pressure on financial resources will increase the burden on the UK’s 14,750 residential care homes and 5,599 nursing homes that have seen energy bills rise by nearly 40 per cent over the past three years.” (SMCC,2014)
The managers in Mencap’s Homes should have enough saving for the future all the time to maintain the electricity, gas and water bills because they continuously go up. They should use the energy savers bulb rather than normal bulbs. That will save them the cost of the energy bills and rest can go into savings. This Pandemic hit suddenly early this year and service users stayed indoors more than usual. When they stayed at home, they had meals prepared for them every day and it has been doubled. Before Pandemic they used to eat out and that saved Mencap money towards gas. Electric and water usage has been doubled because service users have been spending more time at homes more than usual.
With M-Model managers should be able to be prepared more for emergencies such as when COVID-19 hit early this year, Mancap was not even prepared to deal with it.
They should have more equipment such as wheelchairs, walking frames, walking sticks, medical pillows and Foams to prevent service users getting the blisters because an emergency can happen anytime and since this pandemic, more service users suffered from blisters on their bodies. People lost their mobility due to not having enough walking so they should have enough hoist for emergency purposes. People outdoor activities have been finished due to pandemic so Mencap should be prepared for future and their business will grow more and they can assure the people who want to use their service.
Management should be more trained to do their jobs that will bring the positivity in the team. When a manager is professional and understanding, the team will be more motivated to finish the deadlines with the accurate procedure.
Managers should hire more people to deal with people with anxiety and stress. In case of an emergency, they can take the step to calm one person and second staff member could carry on with the other tasks and would be with other service users to take care of them because when one person is kicking off, it affects the whole house.
Mencap should advertise their facilities through social media because nowadays people spend more time on social media then outdoors and reading the newspapers and going to the local shop. It will attract the customers more to bring their loved ones to them and their business will grow more and they will have a financial benefit.
Mencap should have enough stock for PPE and Sanitisers and they should train their staff to use the PPE with the Government Guidelines because if the PPE has not been disposed of properly there will be a high risk of cross-contamination and that will increase the infection/Virus.
Government support is always there for the Care industries and there is always be funding available for the care homes to provide the quality of care so they should use that strategy to extend their business. COVID-19 -19 had affected many care homes and Government have funding to prevent from virus and support the business to provide the equality of care to their service users. “In February, the first guidance for the sector was published; in March, we announced £1.6 billion funding for local government and £1.3 billion to go to the NHS and social care for discharge support; and in April we announced a further £1.6 billion for local government and our detailed adult social care action plan. The action plan set out how the government and other parts of the system are supporting people who receive adult social care, both at home and in other settings, so we can control the spread of COVID-19 in care settings, maintain care for people who need it, and save lives.” (Gov.UK,2020)






Conclusion:
Mencap should provide a homely environment for people with a learning disability because vulnerable people put their trust in the care providers to keep them safe from harm, abuse and provide excellent care. Service users are their potential buyers so Mencap should provide quality of care to keep their business for the long term. This point is arguable that Mencap’s mission is to provide a service where the people with a learning disability feel safe, equal and listened to but Mencap does not have enough resources where they are prepared for the emergencies such as PPE. So, they should use Government funding to get the right equipment and have enough saving to deal with the emergencies.
Mencap should introduce health eating platform for the service users because there are service users who have not tasted different cuisines at all. They are limited with their difficulty to cook for themselves. All Mencap staff is not trained to promote healthy eating so, Mencap should hire Chefs in their services so they can provide quality of care.
To maintain sustainability for the business, Mencap should have enough accurate PPE to prevent the infection. They should make the use of Government funding to hire and train more staff. They should have the opportunities for their staff to take their career forward and introduce the senior position in their Homes for the staff to compete to provide quality of care to their service users. The View fails to take into consideration that if Mencap will train their staff into higher levels that will have a massive positive impact on the business because their staff will stay with them for the long term and bring all the creativity and it will improve their performances. Higher training will strengthen their skills and they can overcome their weaknesses and they will have similar knowledge and skills in their team to provide the quality of care.
With regular breaks or at least one break in 8 hours, I think it will boost the energy of the staff member to perform better and they will have more strength to finish the task accurately rather than they just finish the tasks by the sake of doing it. That will bring negative energy to the team and it will have the conflict between the staff member and that will hurt the service users. In some cases, the staff member will quit and that will be a loss for the business.
They should get the home broadbands in their homes so people do not miss their loved ones because they can use social media such as; WhatsApp, Facebook, Skype, Zoom video calls to make the contact with their families and friends. Also, there are loads of companies providing free social clubs and activities online so their service users can attend those sessions and will not miss the social life in this pandemic. That will have a positive effect on the service users and they will not feel they are missing daily activities. A strong argument as this is supported by the fact that their families will be happier and feel secured for their loved ones and they will recommend that to others such as their families and friends and Mencap will be able to pick more clients for their business. That will have a financial profit to their business.
Mencap Vision is strongly recommended that service users with a learning disability work into the labour market. This point is arguable that the service users do not only have to work in the Labour market as their vision describes that, but they have a free choice to choose a career for their liking. Not all the people have been made to dot the hard job or not everyone enjoys doing that as every individual is different. Digital Technology has a wide field for people to work online such as during the pandemic NHS is recruiting people to have a conversation or friendly chat with the elderly who has been curfewed in their homes. The vulnerable have been lonely and developed mental health so NHS wants to reduce that by having a lovely chat with those who are alone in their homes. I think Mencap should provide the opportunity to the service users to have a chat with different people to reduce their anxiety, stress and mental health. 
I think Mencap should provide lifts in their homes and their all homes should be suitable for the people with a physical disability as well as a learning difficulty. That will open more door for their business because people want accommodation for long term. When people lose their mobility, they need security that they will not have to lose their home because of the facilities.
I think Mencap should have on trained staff to deal with the challenging behaviour in all shifts. That will have a positive impact on the service users because the staff will be able to understand the difficulty the service users is feeling and will be able to deal accordingly. That will reduce the stress level and it will reduce the mental health and Mencap will be able to have fewer safeguarding issues to deal with.
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