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1. Introduction
The role of a support worker requires efficient delivery of the highest quality service that we can offer. Working with young children of all ages, offering them support to manage complex needs, behavioural issues and diagnosis’. Family Support Wales as an organisation provide person centred care with care plans tailored to the individuals specific needs, which enables them to enjoy community activities. Aswell as supporting the children, we also support the family of the child who live in the family home, working closely with social services and the family’s social worker to achieve positive outcomes for all involved. This report with go on to critically analyse factors which influence the organisation’s ability to enhance customer value through theoretical frameworks and practical examples. I aim to discuss the meaning of criticality, define customer value, identify the key steak holders involved, and evaluate the effectiveness of the quality systems. With the UK having current budget cuts services are facing pressure to perform under supported conditions. The impact that these budget cuts can have on children services is detrimental to their health and well-being. With both analytical and reflective outlooks of this report I will evaluate the success of Family Support Wales’s systems in meeting the children’s and family’s needs. 
I aim to deliver an explanation to why the quality systems are in place and the importance they hold. Maximizing customer value by aiming to always exceed the expectations and needs of the service user, this is not only a strategic goal as a company by aligns with our values and beliefs. This discussion will explain how strategies are in place to support those with complex and challenging needs. Individuals in our care often display behaviours as a result to being triggered by something sensory, emotional, trauma-related, and our job as a support worker is to help them navigate their way through these issues in the healthiest way possible. This report concludes by reflecting on my own organisation’s systems and being aware of room for improvement moving forward. 


2. Criticality and Critical Understanding
Criticality is to identify issues in detail and question assumptions and bias instead of accepting them as immediately true. To challenge this information through the process of critical thinking it allows us to understand the context, create hypothetical alternatives and reflecting on the positive and negative factors of situations faced. Organisations apply critical thinking by understanding the importance of the effectiveness of systems in place and the value it holds. There are routines and structures in place to ensure the success of the company and our effectiveness when delivering the service.
FSW delves into the factors and details which affect each child that we support, observe their behaviour that they present during sessions. This allows us to gain a deeper understanding of them as a person, their complex needs to develop a personal care plan moving forward. Support workers follow structures that are in place through safeguarding, quality assurance, assessments which must meet a criterion of a high standard. The process of these systems is detrimental to the children’s safety and well-being, as support workers we have great understandings of the importance of these systems. Allowing us to support those with complex needs, and challenging behaviour to promote independence. 

3. Customer Value & what it means. 
Customer value can be described as the perception of the consumers perception of what a service or product is worth. Customer satisfaction and customer retention its vital to prioritize the success of FSW, allowing us to continue ongoing contracts with social services to provide care for the children. Our primary customer are the children, extending onto other steak holders such as Parents/Carers/Families, Social Services, Local Authorities and Educational organisations. Each person/organisation will hold a certain level of expectation of the service along with different experiences personally. Acknowledging that ‘customers’ in social care extend further than the service user, all holding a level of importance in the interaction they have. In our Organisation our Customer Value reflects our feedback, appraisals, clear improvements of the quality of life of the children and families, engagement levels and improved independence.  
 The goal of each session is to provide safe consistent care during sessions. Working closely with primary customers to develop an in dept holistic plan to meet all their needs. Secondary Customers such as Parents seek reassurance and delivery of service from us as support workers. Social services, social workers and local authorities as well as education and healthcare providers require compliance, effective communication and efforts to uphold legal safe standards when delivering care and support. 

4. What factors affect the Organisations ability to maximise customer value
There are multiple external and internal factors affecting the organisation’s ability to maximize Customer Value such as:
- Resourced and Staffing Levels: Lack of staff or sickness is a major barrier and this can greatly affect the delivery of service to our service users. Overloading staff with work and tasks can lead to poor quality of care as it no longer becomes person centred. Resulting in a lot of staff ‘going through motions’ instead of complying to the rules and regulations in place for safe practice. Reports in a CQC report in 2022 stated that safe staffing is one of the strongest predictors of service quality.

-Staff Competence, Qualifications & Training:
To provide support for those with complex and challenging needs requires a level of training. Without this there is no knowledge of the factors and barriers the children face daily. To work alongside the children to support and overcome, we must commit to expanding our knowledge and education on specialised subjects. With regular debriefs and staff meetings, continuing professional development it supports staff to engage more confidently, reducing behavioural incidents rates, leading to more positive engagement overall.  

- External Regulations and Funding: Local Authority funding from the Government. Healthcare Organisations throughout the UK are subject to inspection by many bodies; CQC (Care Quality Commission) in England, Healthcare Inspectorate Wales (HIW) in Wales which all asses the standard of care being delivered. Analysing aspects of Safety and Risk assessments, Compliance and Up to date documentation, effectiveness and responsiveness to all involved in the service.  

- Organisational Culture and Atmosphere:
In a 2025 article Michael McCarthy instructor at Harvard DCE, said “It’s critical that the organisation is a good fit with your values, and offers a healthy workplace environment with effective leadership that will support and nurture you on your career journey.” 
FSW have a culture of openness, acceptance, reflection, trust, and learning enabling us to be held at one of the highest care providers in Wales in the Neath Port Talbot area. We have a wide range of culture in our staff team and ensure that as a team we promote equality, diversity and acceptance to all. This empowers staff within the team and potential new employee’s, this increases the value of our service and our customer value. 

- Effective Communication & Safe practice: 
Across the board as a team positive effective communication is key to operating the business smoothly. Although there are different departments being support workers, Teachers, Nurses and Doctors, Psychologists, Nutritionists, working together is vital to ensure the lack of breakdown in communication throughout the services. Leading to inconsistent, unsafe care practices, potentially putting children at risk and being vulnerable. 

- The Use of Data, Documents and Feedback:
Without complete correct documents the company could not run as effectively as it does. There are daily feedback forms that all staff must complete upon the end of their session with each child. These give detailed reports of the session regarding what the child did that session, what they ate/drank, their behaviours whether it was positive or negative. What was learnt during the session. Along with behaviour charts, accident and incident charts this supports the care being delivered for inspections when needed. Regular feedback, surveys, audits help the organisation reflect and critically analyse their work, what needs improvements, what can be changed. This allows future growth of the company and staff. Without being critical and looking at all the details these tools can add little value and use. Putting plans into action and regularly looking and adapting personal care plans can allow real change and improvements. 

5. Quality systems in my Organisation and Their Effectiveness
The overview of Our Quality Systems and the reasons why we use them are all governed and supported. Ensuring the safety and well-being of our clients is the reason for our commitment to the role. I will go on to explain what these systems are and how they work, and what influence they have on the company. 
1. HIW and Care Inspectors and Social Care Wales – Assessment and Inspections to assess the standard of care and whether services are safe and adequate.
2. Audits & Supervision – Reflection and Critical Analysis on our practices and deliverance of care. Assess potential improvements and hold regular reviews. 
3. Competence and Training- Commit to adhering to the training expected, keep up to date on safe practices, hold relevant qualifications needed.
4. Positive Behaviour Support – Positive, Proactive plans to implement into daily life routines, help maintain and promote independence, identify triggers and factors that could influence behaviours of concern.

PBS plans are implemented for the well being of the person needing our service. Detailed assessments are provided through healthcare professionals, as well as our personal assessment made by managers. A team consisting of different health care professionals will hold meetings to identify and discuss plans moving forward. By understanding the individuals history, trauma, health related history this can give us a greater understanding of what could add motivation to certain behaviours displayed. The key principles are pro-active, non-aggressive support, Skill building and education, environmental trials. 
HIW use evidence from personal experience and situations that they have faced throughout years, they analyse staff records, feedback, data, compliance. Through critical analysis of the function of the company and questioning how it operates, a formal report is then concluded which provides information on the positives and negatives of the delivery of our care. The improvements will be graded at a level of urgency along with a grade of excellence from the inspection. A level of outstanding service usually demonstrates High quality of care, Innovation, Commitment & Dedication and Involvement within our service. 

When policies and procedures are adhered to and all staff are providing the same level of consistent care then these systems are highly effective. “When PBS is co-designed with service users and regularly reviewed, it can significantly reduce restrictive practices and improve quality of life” (Gore et al., 2013). With tailored centred care and approach in our working culture it allows us to design a care plan specific to the individual. Through regular review and changes it can significantly reduce restrictive unsafe practice and improve the quality of life. When the care isn’t seen through eyes of respect and understanding it can appear as a ‘box-ticking task’ which makes the practice stripped of connection leading to negative and unmeaningful impacts. 

6. Application to Support those with Challenging and Complex needs
Throughout our practice when delivering service and value to clients with challenging and complex behaviours it requires multiple factors to ensure the function of the session. 
Consistency and Relationship building: Showing the children that we are there to help and that they can trust us is a difficult process. The exchange of trust is developed over time and effort that staff must provide for the child. When there is a high turn-over of staff or the child is not having regular staff members, this can influence the child’s ability to trust and develop a relationship which can further impact their behaviours and sessions. Demonstrating patience and emotional availability with the children can encourage them to trust in us to discuss personal issues, hold emotional conversations and discuss difficult situations that they have dealt with or are currently dealing with. 
Trauma-informed strategies: To understand those that we are working with, we are aware and understand that the majority have experienced trauma and others have also experienced abuse. Many that have experienced situations like this respond out of fear and habit. Responding to the children with empathy, care and without judgment creates a safe space and environment allowing a professional relationship to develop. 
Risk Assessments & Safe Practice: Through safety risk assessments we apply the risks to the care plans which allow us to work safely with the children. By understanding risks and potential factors that could cause harm it enables us to apply limits and boundaries to maintain the safety and well being of the children.
Adaptability: Understanding that behaviours change along with the interactions of each session. Children go through emotional, mental and intellectual changes throughout their time with us in the company. Plans must evolve as they are throughout their time, strategies to keep plans up to date is important and strategies can sometimes fail which then needs critical analysis to repair and improve our service. 
Co-production: Maintaining clear affective communication with the families and those involved with the individual in our care. By working closely and tailoring our service to the child’s specific needs, PBS plans reflect the needs and preferences that are created closest to the child. Increasing the customer value and satisfaction throughout our service, it allows us to retain clients as well as open doors to new ones. 

7. Reflection on Own Organisation:
Through critical analysis of FSW as an organisation, the systems we hold in place are clear processes for quality assurance and safety. By analysing our past feedback and inspections it can help us apply what we’ve learned and put it into practice. Allowing us to reduce negative behaviours and accidents/incidents. As a company our downfall is ensuring that our feedback after every session are submitted, this can cause gaps in paperwork which can mark us low on compliance. Our rate of staff attendance to meetings and training is high and this shows in our delivery of service, being aware that refreshers are expected is something that is managed by seniors and managers. PBS plans are individualised and tailored to the person in question, working closely to ensure that we are aware of updates or changes to the person and their behaviour. Communication between managers could be improved as there has been evidence presented of missed appointments in the past due to lack of or poor communication. 
There is always room for improvement by turning compliance into co-creation. Staff feedback can often be underutilised, which can affect the children greatly. In the future as a company, we need to ensure attention to detail and regular affective communication with all staff members; Better communication and investment in staff training will ensure the highest delivery of quality of care to our clients and their families. Meetings are often led by professionals and therefore staff who are closely and regularly working with clients cannot have regular input. Limiting participation, by allowing this moving forward it can enable staff to address concerns and patterns noticed. Aiming to increase the value of our support by aligning the support more closely to the individuals needs and desires. 

8. Conclusion
To summarise all discussed in this report, I’ve deemed customer value to hold very high importance in the support services for individuals with complex needs. Requiring more than compliance, there’s a crucial need for a person-centred detailed approach. While quality systems hold a place in the function of the company, the systems are only affective when there is a positive inclusive culture. Key factors are understanding, confident and competent staff members, analytical and critical reflection, meaningful and consistent involvement from all professional bodies for the well being of the service user. In other businesses in a different setting customer value can be compared to a commercial sense regarding the quality of cost, whilst in care services the value is measured as a whole or holistic approach to improve health and well-being. 
Without our customers our company as it stands would not function. The importance in customer satisfaction is vital to the success of the business, when customers are happy and satisfied, they are more than likely to remain loyal and return for further business. Understanding the clients perceived benefit provides us with the information we need to provide the support best suited to achieve their goals, reduce/solve problems and identify ways to improve their lives. Prioritising what children want, being safety and emotional security, Fun, freedom, inclusion, Consistency and understanding Adults then delivering that. Aswell as also implanting the same standard for the families and carers of the children, as they have an expectation of trust, skilled competent staff members, Transparent communication and active involvement in planning and reviews. The importance of complying with standards set by HIW and Social Care Wales is crucial and vital to continue the services.  Delivering a culture of Empathetic care will influence the customers perspective and add value to the clients living environment. Providing staff with the knowledge, resources and training to resolve issues effectively can empower current and new staff to develop their professional careers. Customer value is the backbone of our organisation, we focus on delivering exceptional customer value throughout, aiming to achieve and maintain positive long lasting professional relationships with customers and families. Positive word of mouth along with recommendations can support the reputation of the company by encouraging others, promoting positive brand image and good reputation. Overall, the value is defined by the individual not the organisation itself, through their commitment to us and their engagement we are able to deliver meaningful impactful care. Creating support plans to truly and exceed the needs of the children in our services, building their skills, maintaining and improving their independence, building confidence and their idea of their own capabilities enhancing the quality of life for the children and the families. 
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