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The Care Council for Wales (Care Council) has produced this
resource in recognition of the importance of newly-appointed
social care managers having a well-managed and structured
introduction into post. Becoming a manager for the first time or
taking on a management role within a different service setting,
can be a daunting experience as the role of a social care
manager is so wide-ranging and consequently, challenging in
nature. 

Social care managers have a pivotal role in the delivery of
high-quality social care services and the position held is one of
responsibility - as a social care manager you are lead
professional for your service; a role model for your staff team
and above all you are the heart of your service.¹  Expectations
of you from individuals using your service; your employer and
staff team are therefore high and rightly so, as there is a strong
correlation between quality leadership and management and
the provision of excellent services. 

Effective social care management requires a complex skill-set
that includes business acumen which is aligned with
person-centred values and practice and an ability to develop
and translate a vision for your organisation / service into
everyday reality. Whilst the role encompasses statutory duties
and responsibilities which necessitate working within regulatory
frameworks, this does not diminish the need for innovation and
creativity to realise the very different outcomes individuals with
care and support needs, want for their lives. For this reason it is
vital that managers are equipped and supported to undertake
this role.

The intention is that this resource will assist you as you take
your first steps in a new management role. By providing a
framework to structure your initial professional development
and support arrangements, and by acting as a signpost to
additional management development resources, it is anticipated
you will have a firm foundation on which to build your
developing career, as a leader in care. As your role as a
manager and leader will evolve over time it is also anticipated
that you will find this resource a useful reference tool on an
ongoing basis.



Code of Professional Practice for Social Care

The Social Care Manager
National Occupational Standards for Leadership and
Management of Care Services

Managing yourself

Leading and managing a team

Leading and managing a service

http://www.ccwales.org.uk/qualifications-and-nos-finder/n/health-and-social-care-and-leadership-and-management-of-care-service/
http://www.ccwales.org.uk/qualifications-and-nos-finder/n/health-and-social-care-and-leadership-and-management-of-care-service/
http://www.ccwales.org.uk/practice-guidance-for-managers/
http://www.ccwales.org.uk/code-of-professional-practice/


http://www.cipd.co.uk/hr-resources/factsheets/induction.aspx






reflective induction log ,

Manager top tip
It’s important you manage your expectations during these
early months of being in post – it can take up to a year to
establish yourself and for staff to get to know you and the

way you work.

http://www.ccwales.org.uk/qualifications-and-nos-finder/n/health-and-social-care-and-leadership-and-management-of-care-service/
http://www.ccwales.org.uk/continuing-professional-development/
http://www.ccwales.org.uk/continuing-professional-development/
http://www.ccwales.org.uk/practice-guidance-for-managers/
http://www.ccwales.org.uk/practice-guidance-for-managers/
http://www.ccwales.org.uk/edrms/156600/
http://www.ccwales.org.uk/edrms/156600/


http://www.ccwales.org.uk/edrms/132230
http://www.ccwales.org.uk/edrms/132230
http://www.ccwales.org.uk/qualifications-and-nos-finder/n/health-and-social-care-and-leadership-and-management-of-care-service/


Practice example
Once registered with the Care Council, Ceri began to record her PRTL
online in her MyCareCouncil account. She was aware this was only a
summary of PRTL and therefore agreed with her line-manager she would
create a file which would contain her personal development plan;
probation and appraisal documents; copies of her training certificates and
a reflective learning log. It was decided that she would take the file along 

to her one-to-one meetings with her line-manager, as this would ensure
time would be set aside to discuss her professional development needs. It
would allow her line-manager to be briefed on her recent learning and
how it has influenced her and her team’s practice. This would therefore
assist him when verifying her PRTL evidence. This approach would also
support Ceri in regularly updating the contents of her portfolio, in
preparation for her meetings with her line-manager.

http://www.ccwales.org.uk/prtl-for-registered-managers-and-workers-questions-and-answers/1?force=1&bc=:%7C0:50%7C50:4891%7C4891:5100%7C
http://www.ccwales.org.uk/prtl-for-registered-managers-and-workers-questions-and-answers/1?force=1&bc=:%7C0:50%7C50:4891%7C4891:5100%7C
http://www.ccwales.org.uk/continuing-professional-development/
https://www.mycarecouncil.org.uk/en-gb/home.aspx


Academi Wales

Care Council for Wales E-Bulletin

Care Council for Wales's Learning Zone

Cascade: Children’s Social Care Research and Development
Centre

Community Care

Health and Care Research Wales

Joseph Rowntree Foundation

Social Services and Well-being (Wales) Act Information and
Learning Hub | Care Council for Wales

Social Services Improvement Agency (SSIA)

Social Care Institute for Excellence (SCIE)

Social Policy Research Unit

Welsh Government | Health and social care

S

³ A guide to supervising well | Care Council for Wales

http://www.ccwales.org.uk/edrms/129198/
http://gov.wales/topics/health/?lang=en
http://www.york.ac.uk/inst/spru/index.html
http://www.scie.org.uk
http://www.ssiacymru.org.uk
http://www.ccwales.org.uk/getting-in-on-the-act-hub/
http://www.ccwales.org.uk/getting-in-on-the-act-hub/
http://www.jrf.org.uk/
http://www.healthandcareresearch.gov.wales/?lang_selected=1
http://www.communitycare.co.uk
http://sites.cardiff.ac.uk/cascade/
http://sites.cardiff.ac.uk/cascade/
http://mandysgu.cgcymru.org.uk
http://www.ccwales.org.uk/subscribe-to-e-bulletins/
http://www.academiwales.org.uk


Social Care in
Partnership. 

4 Further information can be found at: Coaching and mentoring - Factsheet | CIPD

http://www.cipd.co.uk/hr-resources/factsheets/coaching-mentoring.aspx
http://www.ccwales.org.uk/social-care-in-partnership/
http://www.ccwales.org.uk/social-care-in-partnership/


5 John O’Neil, ‘On emotional intelligence: A conversation with Daniel Goleman’, Educational Leadership: Sept 1996
6 Model developed by D Goleman; R Boyatzis & A Mckee, 2002 

“Emotional intelligence is a different way of being smart. It includes
knowing what your feelings are and using them to make good decisions
in life. It’s being able to manage distressing moods well and control
impulses. It’s being motivated and remaining hopeful and optimistic
when you have setbacks….It’s empathy; knowing what the people
around you are feeling and it’s a social skill – getting along well with
other people, managing your emotions in relationships and being able
to persuade or lead others.”5

Emotional
Intelligence

Self
Awareness

Self
Management

Relationship
Management

Social
Awareness



Emotional Intelligence - Developing strong people skills |
MindTools.com

Emotional Intelligence | SkillsYouNeed

reflective practice.

Follow effective action with 
quiet reflection. From the quiet 
reflection will come even more 
effective action.
      
Peter Drucker

http://content.iriss.org.uk/reflectivepractice/
http://www.skillsyouneed.com/general/emotional-intelligence.html
https://www.mindtools.com/pages/article/newCDV_59.htm
https://www.mindtools.com/pages/article/newCDV_59.htm


How to get feedback when you’re the boss

7 Giving and receiving feedback | SkillsYouNeed

http://www.skillsyouneed.com/ips/feedback.html
https://hbr.org/2012/05/how-to-get-feedback-when-youre.html


How to manage stress | Mind

Stress management techniques | MindTools.com

Stress| ACAS

Stress in the workplace | Chartered Institute for Personnel &
Development

Work related stress | Health and Safety Executive

Time management
tools | MindTools.com Time management techniques |
Businessballs.com.

http://www.businessballs.com/timemanagement.htm
http://www.businessballs.com/timemanagement.htm
https://www.mindtools.com/pages/main/newMN_HTE.htm
https://www.mindtools.com/pages/main/newMN_HTE.htm
http://www.hse.gov.uk/stress/
http://www.cipd.co.uk/hr-resources/factsheets/stress-mental-health-at-work.aspx
http://www.cipd.co.uk/hr-resources/factsheets/stress-mental-health-at-work.aspx
http://www.acas.org.uk/index.aspx?articleid=1993
https://www.mindtools.com/pages/main/newMN_TCS.htm
http://www.mind.org.uk/information-support/tips-for-everyday-living/stress/#.VuAYTFIVdbA


One Welsh Public Service
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8 ‘Leadership Starts With Me’ – the why; what and how of leadership in adult social care The National Skills Academy for Social Care 2013

http://www.academiwales.org.uk/Content.aspx?SitePageContentID=3227&SitePageID=434&Mode=Eng


The Social Services and Well-being
(Wales) Act 2014

SCIE My Home Life

IRISS
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http://www.iriss.org.uk/category/social-care/innovation
http://myhomelife.org.uk
http://www.scie.org.uk/publications/guides/guide51/what-is-coproduction/index.asp
http://www.ccwales.org.uk/the-act/
http://www.ccwales.org.uk/the-act/


Leading and
managing work with networks, communities, other
professionals and organisations for care service provision

A positive approach to risk and personalisation: A Framework

The right to take risks: Service users’ views of risks in adult
social care | JRF

sensible risk assessment in care
settings
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http://www.hse.gov.uk/healthservices/sensible-risk-assessment-care-settings.htm
http://www.hse.gov.uk/healthservices/sensible-risk-assessment-care-settings.htm
https://www.jrf.org.uk/sites/default/files/jrf/migrated/files/right-to-take-risks-faulkner.pdf
https://www.jrf.org.uk/sites/default/files/jrf/migrated/files/right-to-take-risks-faulkner.pdf
http://www.thinklocalactpersonal.org.uk/_library/Resources/Personalisation/TLAP/Risk_personalisation_framework_West_Midlands.pdf
http://www.ccwales.org.uk/edrms/130628/
http://www.ccwales.org.uk/edrms/130628/
http://www.ccwales.org.uk/edrms/130628/


How good are your management skills? | MindTools.com

9 NOS for Leadership and Management of Care Services: Manage and develop yourself and your workforce within care services (SCDLMA1)

Qualities
Passion

Enthusiasm
Integrity 
Creativity
 Versatility

Commitment

Skills
Communication and 
interpersonal skills
Organisational and 

planning skills
Conflict management skills

Developing yourself 
and others
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http://www.ccwales.org.uk/edrms/130646/
https://www.mindtools.com/pages/article/newTMM_28.htm


How to
Manage Your Former Peers

Dignity for care workers | SCIE
Team management skills | MindTools.com
People management | SCIE 
Good practice at work | Acas
Rights and responsibilities at work | Acas
Employment Law Update | Acas

10 Online article by D Brown, ‘How to build positive relationships among your team members’, Demand Media
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Visit the Caring with Pride resource on our
Learning Zone

http://mandysgu.cgcymru.org.uk
http://mandysgu.cgcymru.org.uk
http://www.acas.org.uk/index.aspx?articleid=3909
http://www.acas.org.uk/index.aspx?articleid=4663
http://www.acas.org.uk/index.aspx?articleid=4664
http://www.scie.org.uk/workforce/peoplemanagement/index.asp
https://www.mindtools.com/pages/main/newMN_TMM.htm
http://www.scie.org.uk/publications/guides/guide15/careworkers/index.asp
https://hbr.org/2012/12/how-to-manage-your-former-peer/
https://hbr.org/2012/12/how-to-manage-your-former-peer/


Challenging conversations and how to manage them | Acas

Dealing with poor performance | MindTools.com

Managing conflict at work | Acas

Manage the conduct and performance of workers in care
services (SCDLMCE10)

Actively engage
in the safe selection and recruitment of workers and their
retention in care services
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https://obs.acas.org.uk/modelworkplace/
http://www.ccwales.org.uk/edrms/130637/
http://www.ccwales.org.uk/edrms/130637/
http://www.ccwales.org.uk/edrms/130637/
http://www.ccwales.org.uk/edrms/130656/
http://www.ccwales.org.uk/edrms/130656/
http://www.acas.org.uk/index.aspx?articleid=1218
https://www.mindtools.com/pages/article/newTMM_80.htm
http://www.acas.org.uk/index.aspx?articleid=3799


 Question of Care: a career for you?

Social Care Induction Framework

Manager’s Guide to the Social Care Induction Framework

Manage and develop yourself
and your workforce within care services

Top Tips for using A Question of Care in recruitment and selection

1. Get to know the resource and see what the site has to offer.

2. Signpost job applicants to complete the challenge as a way for 
   them to check out their own understanding of work in the sector 
   and initial suitability.

3. Welcome any job applicants to bring to interview their Question of 
   Care personal profile as this can provide a focus for discussion 
   during the interview.

Or you may like to:

4. Incorporate ‘A Question of Care’ directly into your selection process 
   by requesting short–listed candidates complete the challenge 
   before they attend for interview or make it available for them to do 
   on the day?

Please note the site does not store data on individual performance or on its users.
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http://www.ccwales.org.uk/edrms/130646/
http://www.ccwales.org.uk/edrms/130646/
http://www.ccwales.org.uk/edrms/156703/
http://www.ccwales.org.uk/resources-for-the-social-care-induction-framework/
http://www.aquestionofcare.org.uk


Continuing Professional Development toolkit
for social care, early years and childcare
managers and workers

A guide to effective supervision

Performance management | CIPD

Performance management | ACAS

Giving feedback | MindTools.com

Running meetings| Businessballs.com

Planning and structuring effective meetings |
SkillsYouNeed

Identifying learning and development needs |
CIPD
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http://www.cipd.co.uk/hr-resources/factsheets/identifying-learning-talent-development-needs.aspx
http://www.cipd.co.uk/hr-resources/factsheets/identifying-learning-talent-development-needs.aspx
http://www.skillsyouneed.com/ips/meetings.html
http://www.skillsyouneed.com/ips/meetings.html
http://www.businessballs.com/meetings.htm
https://www.mindtools.com/pages/article/newTMM_98.htm
http://www.acas.org.uk/index.aspx?articleid=4668
https://www.cipd.co.uk/hr-resources/factsheets/performance-management-overview.aspx
http://www.ccwales.org.uk/edrms/129198
http://www.ccwales.org.uk/continuing-professional-development/
http://www.ccwales.org.uk/continuing-professional-development/
http://www.ccwales.org.uk/continuing-professional-development/


Welsh
Language Skills in your Workforce – using them effectively

Employers toolkit for learning 

Manage the allocation, progression
and quality of work in care provision

Governance Framework for the Development
of the Health and Social Care Support
Worker role in Adult Services

Succession planning factsheet | CIPD
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http://www.cipd.co.uk/hr-resources/factsheets/succession-planning.aspx
http://www.ccwales.org.uk/governance-framework-for-health-and-social-care-support-worker/
http://www.ccwales.org.uk/governance-framework-for-health-and-social-care-support-worker/
http://www.ccwales.org.uk/governance-framework-for-health-and-social-care-support-worker/
http://www.ccwales.org.uk/edrms/130640/
http://www.ccwales.org.uk/edrms/130640/
http://www.ccwales.org.uk/best-practice-guidance-for-learning-and-assessment-1/
http://www.ccwales.org.uk/edrms/155780/
http://www.ccwales.org.uk/edrms/155780/
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11 Leadership starts with me, The National Skills Academy for Social Care 2013 
12 Model taken from SkillsYouNeed.com (adapted from the work of Warren G Bennis)
13 NOS for Leadership and Management of Care Services: Lead & manage the quality of care service provision to meet legislative, regulatory, registration and inspection requirements - SCDLMCE3

http://www.ccwales.org.uk/edrms/130643/
http://www.skillsyouneed.com/lead/leader-vs-manager.html


Develop your leadership style | SkillsYouNeed

14 R Connors & T Smith The Oz Principle – Getting results from individual and organisational accountability, 2004  
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A Cautionary Tale

This is a story of four people named
Everybody, Somebody, Anybody and

Nobody.

There was an important job to be
done and Everybody was asked to do

it. Everybody was sure Somebody
would do it. Anybody could have done

it, but Nobody did it.

Somebody got angry about that
because it was Everybody's job.

Everybody thought Anybody could do
it, but Nobody realised that Everybody

wouldn't do it.

It ended that Everybody blamed
Somebody when Nobody did what

Anybody could have done.

Unknown

http://www.skillsyouneed.com/lead/develop-leadership-style.html


Think Local, Act
Personal

15 Driving up Quality in Adult Social Care: What is Quality? Think Local, Act Personal 2013
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http://www.thinklocalactpersonal.org.uk
http://www.thinklocalactpersonal.org.uk


Employee engagement | Acas

SCIE People management: Participation

Cymru Ifanc - Young Wales

Participation Cymru

16 Driving up Quality in Adult Social Care: Who is responsible? Think Local, Act Personal 2013 
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“The greatest danger for most
of us is not that our aim is too
high and we miss it but that it
is too low and we reach it.”

Michelangelo

Manager top tip
“As a new manager it’s important to
remember there will always be things
you will want to develop and improve
on. The feedback you receive will help
you to prioritise those areas you need

to focus on first.”

http://www.ssiacymru.org.uk/home.php?page_id=8297
http://www.ssiacymru.org.uk/home.php?page_id=8297
http://www.childreninwales.org.uk/our-work/safeguarding/wales-child-protection-procedures-review-group/
http://www.pcaw.org.uk
http://www.scie.org.uk/socialcaretv/video-player.asp?v=improving-organisational-practice
http://www.olderpeoplewales.com/Libraries/Uploads/RaisingConcerns.sflb.ashx
http://www.olderpeoplewales.com/Libraries/Uploads/RaisingConcerns.sflb.ashx
http://www.jitscotland.org.uk/resource/co-producing-evaluation-why-bother-involving-people-in-evaluation/
http://www.jitscotland.org.uk/resource/co-producing-evaluation-why-bother-involving-people-in-evaluation/
http://www.ccwales.org.uk/edrms/130645
http://www.ccwales.org.uk/edrms/130645
http://www.ccwales.org.uk/edrms/130645
http://www.ccwales.org.uk/edrms/130645
http://www.participationcymru.org.uk
http://www.childreninwales.org.uk/our-work/participation/young-wales/
http://www.scie.org.uk/workforce/Peoplemanagement/participation/index.asp
http://www.acas.org.uk/index.aspx?articleid=2701


Quality in social care | SCIE

Health and social care services | Health and Safety Executive

Safer food, better business | Food Standards Agency

The handling of medicines in social care | Royal Pharmaceutical
Society of Great Britain

Information Commissioners Office

17 National Occupational Standards for Leadership and Management of Care Services: Lead the performance management of care service provision (SCDLMCE2)

First steps in management www.ccwales.org.uk

http://www.ccwales.org.uk/edrms/130642/
https://ico.org.uk/for-organisations/
http://www.rpharms.com/support-pdfs/handling-medicines-socialcare-guidance.pdf
http://www.rpharms.com/support-pdfs/handling-medicines-socialcare-guidance.pdf
http://www.food.gov.uk/business-industry/sfbb
http://www.hse.gov.uk/healthservices/index.htm
http://www.scie.org.uk/socialcaretv/video-player.asp?v=whatisexcellence


National Outcomes Framework

Care and Social Services
Inspectorate Wales

Care Council for Wales

18 Measuring Personal Outcomes | IRISS - 2012  
19 SCIE | Performance Management
20 Understanding and measuring outcomes | IRISS – a guide on the use of qualitative data 2013
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http://www.iriss.org.uk/resources/understanding-and-measuring-outcomes
http://www.scie.org.uk/workforce/peoplemanagement/staffmanagement/performance/
http://www.iriss.org.uk/resources/measuring-personal-outcomes-challenges-and-strategies
http://www.ccwales.org.uk/registration-1/
http://cssiw.org.uk/?lang=en
http://cssiw.org.uk/?lang=en
http://gov.wales/topics/health/socialcare/well-being/?lang=en


regulations and national minimum
standards

Regulation and
Inspection of Social Care (Wales) Act 2016

Our Inspections | CSSIW

What to expect from an Inspection | CSSIW

Lead and manage the quality of
care service provision to meet legislative, regulatory, registration

and inspection requirements
21 The Future of Regulation and Inspection of Care and Support in Wales 2013   
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Managing inspections

Inspections can be stressful but here are some tips worth remembering: 

   •  View inspections as a part of your quality assurance system – an 
      additional source of feedback on how your service is performing.

   •  You are the lead professional for your service – be confident in 
      presenting the quality of work undertaken and the actions you have
      taken.

   •  If you are aware that there are areas that require improvement be 
      upfront and describe the plans in place to improve things.

   •  Be organised; ensure all the information required by inspectors is 
      accessible and that appropriate members of staff are also able to 
      access required information in your absence. 

   •  And finally, do remember you and your inspector are both working 
      towards the same goal – ensuring the highest quality care and 
      support is being provided. 

Reference: The Social Care Managers Handbook | The National Skills
Academy for Social Care 2014

http://www.ccwales.org.uk/edrms/130643
http://www.ccwales.org.uk/edrms/130643
http://www.ccwales.org.uk/edrms/130643
http://cssiw.org.uk/providingacareservice/our-inspections/what-to-expect-from-an-inspection/?lang=en
http://cssiw.org.uk/providingacareservice/our-inspections/?lang=en
http://gov.wales/topics/health/socialcare/regulation/?lang=en
http://gov.wales/topics/health/socialcare/regulation/?lang=en
http://cssiw.org.uk/providingacareservice/regs-nms/?lang=en
http://cssiw.org.uk/providingacareservice/regs-nms/?lang=en
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Change management | CIPD

Change management - Learn how to manage change |
MindTools.com

Managing change | Acas

Organisational change in social care | SCIE

Lead and manage change within
care services
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22 Change Management | Business Balls.com

http://www.businessballs.com/changemanagement.htm
http://www.ccwales.org.uk/edrms/130652/
http://www.ccwales.org.uk/edrms/130652/
http://www.scie.org.uk/publications/elearning/organisational-change-in-social-care/index.asp
http://www.acas.org.uk/index.aspx?articleid=4669
https://www.mindtools.com/pages/article/newPPM_87.htm
https://www.mindtools.com/pages/article/newPPM_87.htm
http://www.cipd.co.uk/hr-topics/change-management.aspx


Learning organisations - A self-assessment resource pack | SCIE

SCIE Knowledge review 07: Improving the use of research in
social care practice

Developing evidence-enriched practice in health and social care
with older people | JRF

Evidence informed practice -The Learning Exchange | IRISS

Learning library | SSIA

Research and resources | NSPCC

23        What does evidence-informed practice look like? | Research in Practice 2014
24        John Quincy Adam – 6th president of the Unites States of America 
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https://www.rip.org.uk/news-and-views/blog/what-does-evidence-informed-practice-look-like/
https://www.nspcc.org.uk/services-and-resources/research-and-resources/
http://www.ssiacymru.org.uk/home.php?page_id=7027
http://lx.iriss.org.uk/category/learning-exchange-collections/evidence-informed-practice
http://www.jrf.org.uk/report/developing-evidence-enriched-practice-health-and-social-care-older-people/
http://www.jrf.org.uk/report/developing-evidence-enriched-practice-health-and-social-care-older-people/
http://www.scie.org.uk/publications/knowledgereviews/kr07.asp
http://www.scie.org.uk/publications/knowledgereviews/kr07.asp
http://www.scie.org.uk/publications/learningorgs/index.asp
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Name: Organisation:

Additional learning needs (to be discussed with Line Manager or Employer):

Signature: Manager: Line Manager: Date:
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  www.ccwales.org.uk/edrms/129198/
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www.ccwales.org.uk/

www.acas.org.uk/index.aspx?articleid=3799

www.mindtools.com/pages/article/newPPM_87.htm

www.cipd.co.uk/hr-topics/change-management.aspx
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www.childreninwales.org.uk/our-work/participation/young-wales/

www.mindtools.com/pages/article/newTMM_80.htm

www.skillsyouneed.com/lead/develop-leadership-style.html

www.jrf.org.uk/report/developing-evidence-enriched-practice-health-and-social-care-older-people

www.scie.org.uk/publications/guides/guide15/careworkers/index.asp

www.mindtools.com/pages/article/newCDV_59.htm

www.skillsyouneed.com/general/emotional-intelligence.html
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  Manage and develop yourself and your workforce  
  within care services (SCDLMCA1) 

  Manage the allocation, progression and quality of   
  work in care provision (SCDLMCA5) 

  Manage systems, procedures and practice within care 
  services for receiving, responding to and learning from
  compliments, concerns and complaints 
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www.acas.org.uk/index.aspx?articleid=4669
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