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1. Introduction
Health and social care is a complex and rapidly evolving sector that plays a vital role in supporting the wellbeing of individuals across all stages of life. In recent decades, growing demand for services, driven by an ageing population, rising rates of chronic illness, and increased recognition of mental health needs has placed significant pressure on organisations to deliver high-quality, person-centred care (Skills for Care, 2022). Within this demanding environment, effective leadership and management are essential to ensuring that services operate safely, efficiently, and compassionately.
The Care Manager role sits at the heart of health and social care delivery.



[bookmark: _Toc796087951]2.1 Description of Care Manager in Health and Social Care.

Care Managers are responsible for overseeing the day-to-day running of care services, managing staff teams, coordinating with external agencies, and ensuring that individuals in their care receive support that meets both their needs and regulatory standards. The role requires a broad and sophisticated skill set, combining interpersonal abilities, organisational competence, and professional knowledge.
This report explores the Care Manager role in depth. It begins by identifying and explaining the three most significant skills required for effective care management: communication, leadership, and person-centred planning. It then examines the consequences when these skills are absent in practice. Following this, the report outlines one evidence-based improvement strategy for each skill. The report concludes with a summary of the key themes and their importance to safe, high-quality care.
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2.2 Key Skills Required by a Care Manager
Effective communication is arguably the most critical skill a Care Manager must possess. Communication in health and social care encompasses not only verbal interaction but also written records, non-verbal cues, and the ability to adapt one's style to a range of audiences — including service users, their families, staff, and external professionals (Trevithick, 2012). For a Care Manager, clear communication ensures that care plans are accurately implemented, that staff receive consistent guidance, and that service users feel heard and respected. For example, during a multidisciplinary team meeting, a Care Manager must be able to clearly convey a service user's changing needs to a GP, a social worker, and a district nurse simultaneously, adapting their language appropriately for each professional context. The Care Quality Commission (CQC, 2023) highlights effective communication as a foundational requirement of safe and responsive care, noting that poor information sharing is a recurring factor in safeguarding failures and medication errors.

Leadership is a second essential skill for Care Managers, as they are responsible for motivating, directing, and supporting their staff teams to deliver consistent, high-quality care. Transformational leadership which focuses on inspiring staff through shared values and professional development rather than purely task management has been shown to improve both staff morale and care outcomes in health and social care settings (West et al., 2017). In practice, a Care Manager demonstrates leadership when they mentor a newly qualified support worker through a difficult situation with a distressed service user, modelling calm, empathetic practice rather than simply issuing instructions. Strong leadership also involves making difficult decisions under pressure, such as re-deploying staff during periods of sickness absence to ensure service continuity and safety. Without effective leadership, care environments can become disorganised, staff can feel unsupported, and the quality and consistency of care can deteriorate rapidly.

Person-centred planning is the third key skill, reflecting the legal and ethical obligation of Care Managers to place the individual's wishes, preferences, and goals at the centre of all care decisions. The Care Act 2014 places a statutory duty on organisations to involve service users in the planning and review of their own care, and Care Managers are central to operationalising this requirement. A meaningful example of this skill in practice is a Care Manager working with a service user with a learning disability to co-produce a support plan that reflects their stated ambition to live more independently — identifying the specific daily living skills to be developed, the support required, and the individual's preferred way of receiving that support. Person-centred approaches have been strongly associated with improved service user wellbeing, greater satisfaction with care, and reduced instances of challenging behaviour (Think Local Act Personal, 2019).


When Care Managers lack these essential skills, the consequences for service users, staff, and the organisation can be severe. Poor communication can result in misunderstandings about care needs, medication errors, and breakdowns in safeguarding processes. Inadequate leadership leads to high staff turnover, low morale, and inconsistent practice that places service users at risk. The absence of person-centred planning can result in care that feels controlling or disrespectful, potentially leading to complaints, regulatory sanctions, and in the most serious cases harm to vulnerable individuals. A report by the CQC (2023) found that services rated 'Inadequate' consistently demonstrated weaknesses across all three of these areas, confirming that they are not optional competencies but essential requirements of safe, effective management.


3.1 Three Strategies to Improve the Skills for Care Manager
Reflective practice is a highly effective strategy for improving communication skills in Care Managers. Reflective practice involves the systematic process of thinking critically about one's own professional experiences to gain insight and make improvements to future practice (Gibbs, 1988). The Gibbs Reflective Cycle, which guides practitioners through description, feelings, evaluation, analysis, conclusions, and action planning, provides a structured framework particularly well suited to the complexity of care management scenarios. In practice, a Care Manager might use the Gibbs model to reflect on a difficult conversation with a service user's family member who was dissatisfied with their relative's care. By working through each stage of the cycle, the manager could identify where communication broke down, perhaps in failing to listen actively or to explain the rationale for a care decision and develop a specific plan to address this in future interactions. Research by Jasper (2013) demonstrates that regular reflective practice significantly enhances practitioners' communication competence and increases their confidence in managing challenging interpersonal situations.

Formal leadership training and coaching programmes represent a well-evidenced strategy for developing the leadership capabilities of Care Managers. The Institute of Leadership and Management (ILM) offers accredited leadership qualifications specifically designed for health and social care contexts, providing Care Managers with both theoretical grounding and practical tools for leading effective teams. Coaching, delivered either by an external coach or through a structured peer-coaching arrangement, allows Care Managers to explore their own leadership challenges in a safe, confidential space and to develop personalised strategies for improvement (Whitmore, 2017). For example, a Care Manager who identifies that they struggle to manage conflict within their staff team may work with a coach over six sessions to develop their confidence in having difficult conversations, using assertive communication techniques and conflict resolution frameworks. Skills for Care (2022) emphasises that investment in management development is directly linked to improved staff retention, reduced absenteeism, and higher quality care outcomes across the sector.

Continuing Professional Development (CPD) focused on co-production and person-centred approaches is the most appropriate strategy for strengthening a Care Manager's skills in person-centred planning. CPD in this context involves attending structured learning opportunities, such as workshops, online courses, or practice-based learning, specifically focused on the principles and methods of involving service users meaningfully in the planning and review of their care. The Social Care Institute for Excellence (SCIE, 2020) provides extensive CPD resources on co-production, highlighting that when Care Managers actively develop these skills, service users report greater satisfaction and outcomes improve across a range of quality indicators. In practice, a Care Manager who completes a CPD module on co-production might redesign their service's care review process to include service users as equal partners for example, introducing 'care circles' in which the individual, their family, and their support staff plan together rather than having a manager present a pre-written plan for agreement. This shift from a professionally led to a person-led approach embeds person-centred values into the structural fabric of the service.


4. Conclusion
This report has explored the Care Manager role within the health and social care sector, demonstrating that skilled management is fundamental to the delivery of safe, high-quality, and person-centred care. Three essential skills have been identified — communication, leadership, and person-centred planning — and evidence has been presented to show that the absence of these skills poses significant risks to service users, staff, and organisations. Three corresponding improvement strategies have been outlined: reflective practice to enhance communication, formal leadership training and coaching to develop leadership capability, and CPD in co-production to strengthen person-centred planning. Taken together, these findings confirm that investing in the ongoing development of Care Managers is not simply a professional aspiration but a fundamental requirement of a safe, compassionate, and effective health and social care system.
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