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 LW¶s important to pay above the National Living Wage, but also to sell the 

wider benefits of working in adult social care; employees value good 

working conditions, especially flexibility 

 d



http://www.skillsforcare.org.uk/WDF
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“Offer extensive training and support where and when it is needed. Less confident 

staff may need the support to get the best from them.” 

(DICE Healthcare Limited, Domiciliary care provider) 

 

D) Keeping your people 

Retaining good staff is especially important to organisations delivering adult 

social care as continuity of staff is crucial in delivering high quality care to 

people who need care and support. 

 

“To be an 'outstanding' care provider [means providing] a secure happy 

environment where staff can be themselves and grow and develop.” 

(Chestnut Grove Rest House, Residential care provider) 

 

Employers told us that: 

 respecting and valuing staff, investing in learning and development, 

HPEHGGLQJ�WKH�RUJDQLVDWLRQ¶V�YDOXHV�DQG�FHOHEUDWLQJ�DFKLHYHPHQWV�DOO�

go a long way to improving staff retention 

 involving staff in decision making and paying above the local minimum 

(paying competitively) also ensure that staff feel valued for the work that 

they do, which in turn has a positive impact on retention rates 

 i



http://www.skillsforcare.org.uk/finderskeepers
http://www.skillsforcare.org.uk/RandRsupport
http://www.skillsforcare.org.uk/valuesandbehaviours
http://www.skillsforcare.org.uk/icareambassadors
http://www.skillsforcare.org.uk/thinkcarecareers
http://www.skillsforcare.org.uk/QofCare
http://www.skillsforcare.org.uk/learning
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Individual employers  

6LPLODUO\�ZH¶re aware of the challenges faced by those who directly employ 

personal assistants (PAs), often called individual employers, to enable them to live 

their personal, social or professional lives according to their wishes and interests. 

 

Our research amongst this group of employers found, for many, employing people 

that they know (friends, family, neighbours, or people known through school, work 

http://www.skillsforcare.org.uk/iehpahub
http://www.employingpersonalassistants.co.uk/
http://www.skillsforcare.org.uk/Employing-your-own-care-and-support/Sign-up-to-our-newsletter/Sign-up-to-our-newsletter.aspx
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2. Overview of research methods 

 

2.1 About the surveys 
 

Adult social care employers 

We conducted an online survey amongst adult social care employers with low staff 

turnover rates (defined as less than 10%). There were

http://www.skillsforcare.org.uk/NMDS-SC-intelligence/NMDS-SC/Discover-NMDS-SC.aspx?gclid=CJup3deL-dICFQeNGwodrn0HyQ
http://www.skillsforcare.org.uk/finderskeepers
http://www.skillsforcare.org.uk/RandRstrategy
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http://www.cqc.org.uk/content/adult-social-care-providers#handbooks
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CQC ratings for those taking part in the survey compare favourably with the 

national picture [see Table 1]10. Previous research by Skills for Care11 

demonstrated that those rated favourably by CQC had a lower staff turnover rate 

than those rated either requiring improvement or inadequate. Whilst staff turnover 

is only one of many factors that influences the quality of care the data analysed did 

show that it was an influencing factor. 

 

Table 1: CQC ratings achieved  

 Outstanding Good 
Requires 

improvement 
Inadequate 
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3. Key findings from the research13 

 

3.1 Attracting more people 
 

Attracting the right people, with the right values, behaviours and attitudes to work in 

adult social care is vital. In this section we examine good practice in relation to 

planning for your recruitment needs, attracting people to apply for your vacancies 

and encouraging people to work in adult social care more generally. 
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Employers told us that the benefits of having a recruitment plan are: 

 

 acting strategically rather than reactively (24 mentions) 

 

“Identify gaps in certain areas ahead of time so they don't become major issue.” 

(Domiciliary care provider) 

 

“It helps you keep focused on what you need as an organisation. It clearly 

highlights how and why you are recruiting, but as we are a small organisation, 

we can be flexible with it. I think the key is not to be too rigid but to be able to 

respond promptly to changes in support, funding, and staffing levels.” 

(Crimson Hill Support, Domiciliary care provider) 
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Other popular answers were: 

 promoted the organisation at local events to raise awareness of potential 

opportunities (41%) 

 offered volunteering opportunities (38%) 

 offered Apprenticeships (34%) 

 promoted your ethos by signing up to the Social Care Commitment (31%) 

 offered incentives for existing employees who introduce potential new 

employees (31%). 

 

NB: Most who said that they had tried these things said that they would do so again 

in the future. 

 

At the end of this sub-section we asked employers if they had specifically targeted 

any of the following, who are typically under-represented amongst the adult social 

care workforce, to work for them in the past twelve months14. 

 

Three-fifths (60%) of employers had successfully targeted younger people to work 

for them and half (48%) had successfully targeted men. Two-thirds had 

successfully targeted University students or graduates or Black and minority ethnic 

people (36% and 32% respectively) whilst three in ten had successfully targeted 

senior managers, managers or regulated professionals (29% and 28% 

respectively).  

                                                           
14 Skills for Care recognises that many individuals and groups are underrepresented in the adult 
social care workforce. This is a priority area of work for us during 2017-18. See 
www.skillsforcare.org.uk/randr for details. 

http://www.skillsforcare.org.uk/randr
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Table 2: Groups targeted in recruitment efforts in the past 12 months  

(Base = 107-123 employees) 

  Yes No (tried but 

not 

successfully) 

No (haven't 

needed to 

try this) 

University students / Graduates 36% 8% 56% 

International workers 16% 3% 81% 

Older people (65+) 17% 7% 76% 

Younger people (18-25) 60% 2% 38% 

Disabled people 19% 5% 76% 

Men 48% 3% 49% 

BAME people 32% 4% 64% 



http://www.betterevaluation.org/en/evaluation-options/wordcloud
http://www.betterevaluation.org/en/evaluation-options/wordcloud
http://www.skillsforcare.org.uk/paybriefing
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Pay was closely followed by the organisation developing a positive culture that 

supports and values its staff (32 mentions). In relation to this, employers mentioned 

VWDII�PRUDOH��PRWLYDWLRQ��KDYLQJ�DQ�µRSHQ�GRRU¶�SROLF\�DQG�YDOXLQJ�HYHU\�UROH�ZLWKLQ�

the organisation. Furthermore, by ensuring that staff have access to appropriate 

training and development employers can demonstrate to staff that there is a career 

for them in adult social care (26 mentions). 

 

All of these tie in with another commonly mentioned answer, developing a good 

reputation as this leads to word of mouth promotion which is considered priceless 

(22 mentions). 

 

Being honest about the reality of the job was mentioned 21 times. Employers talked 

about the importance of being clear about what the role would entail up front so as 

not to set candidates up to fail and to avoid wasting time on both sides. Promoting 

the positives of working in adult social care was mentioned 13 times and looking 

beyond qualifications to find candidates with the right values and ethos was 

mentioned 4 times. 

 

Below are some quotes from employers in which they describe, in their own words, 

what they feel is the most important thing that a social care employer can do to 

attract more people to apply for its vacancies. 

 

“Our team is dedicated to providing the best possible support for our clients, 

and are valued for their efforts. Our reputation is founded on being an enjoyable 

place to work, with a supportive team, transparent practices and the client at the 

forefront of all we do.” 

(Linton Support, Residential Care provider) 

 

“To provide a positive culture and environment that allows people sufficient time 

to deliver outstanding care to patients [and] provides education and training to 

support outstanding care delivery and to help staff to maximise their potential.” 

(Embrace Quality Care, Domiciliary Care provider)  

 

“Demonstrate a commitment to staff training and development and clear career 

progression routes.” 

(Risedale Estates Limited, Residential care provider)  
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Clearly interviews, particularly ones that are specifically values based, are an ideal 

RSSRUWXQLW\�WR�H[SORUH�WKH�FDQGLGDWHV�µILW¶�ZLWK�WKH�YDOXHV�RI�WKH�RUJDQLVDWLRQ�����

mentions). 

 

“[We] give the person a one page profile as them to explain their work ethic.” 

(Action on Hearing Loss, Residential care provider) 

 

“We set a scenario and ask their opinion on how they would handle it.” 

(Vicarage Farm Care Home, Residential care provider) 

 

“We use a [bespoke] value based recruitment tool when interviewing and this 

carries on through our induction to the culture of our company.” 

(Foxglove Care Limited, Residential care provider) 

 

Once employed employers talked about on-going opportunities to convey and 

confirm the values, behaviours and attitudes required through the induction process 

(15 mentions) , team meetings (8 mentions) and supervision sessions
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“Openly invite all applicants to a meet and greet before any shortlisting as we 

found some younger and older people do not have the skills to complete the 

application and were excellent workers being missed. We also had excellent 

applications where people proved they were not right for the role at interview.” 

(Independence Matters, Day care provider) 

 

“The trial shift is vital as often people do not shine at interview but on the trial 

shift their personality etc. starts to show.”  

(Risedale Estates Limited, Residential care provider) 

 

3.3 Developing talent and skills 
 

Once the right people are recruited to work in adult social care the key is to ensure 

they stay and grow in their roles. In this section we explore good practice in relation 

to supporting and developing talent and skills within the workforce. 

 

Supporting employees 

The most popular ways of identifying employee learning and development needs 

are: 

 via the induction process (94%) 

 through regular structured supervision sessions (91%)  

 through regular performance appraisals (84%) 

 through individual performance development plans (63%) 

 through reflection on practice (61%). 

 

One employer (a domiciliary care provider) also mentioned carrying out spot checks 

and individual reviews if a breach of policy or procedure had been identified and 

another (a residential care provider) that team meetings are used to reflect on 

practice and consider how services may be improved. 

 

A range of methods can be used to support and develop employees. Nine out of 

ten employers referred to providing learning and qualifications to improve skills and 

knowledge (with 47% accessing the Workforce Development Fund17). Seven in ten 

KDYH�D�PHQWRULQJ�RU�µEXGG\¶�VFKHPH�DQG�KDOI�KDYH�SURYLVLRQ�WR�VXSSRUW�QHZ�

managers. 45% offer apprenticeships. Additionally

http://www.skillsforcare.org.uk/WDF
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Unsurprisingly the majority of comments in response to this question were related 

to providing training and investing in staff. There were 64 mentions of ensuring that 

staff have access to (on-going) training and development opportunities, including 

some who pointed out that this should be tailored to individual needs, rather than 

just following a mandatory, tick-box approach to training. Additionally, there were 

���PHQWLRQV�RI�XVLQJ�DQG�GHYHORSLQJ�VWDII¶V�H[LVWLQJ�VNLOOV��Whereby creating 

opportunities for staff to grow within the organisation. 

 

Creating the right environment for staff to thrive (30 mentions), listening to staff and 

following up on their thoughts and ideas (20 mentions) and positively reinforcing 

and recognising good practice (9 mentions) were the main non-training related 

answers to this question. 

 

Below are some quotes from employers in which they describe, in their own words, 

what they feel is the most important thing that a social care employer can do to 

recruit develop the talent and skills of their employees. 

 

“Ensure that the environment encourages and promotes development to 

whatever level to suit the individual and ensure that the support network is 

made available to them during any training and development.” 
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“Offer everyone the opportunity to progress within the organisation. I have found 

that staff become more keen when they realize that they can grow to 

managements and are willing to develop themselves with our help, they work 

harder and become more dedicated.” 

(Domiciliary care provider) 

 

“By working closely with your staff and showing that you care for their well-being 

and their future development in caring for the people they are caring for.” 

(Abbeyfield Bognor Regis Society, Residential care provider) 

 

“As an employer if I am enthusiast about our service users and their needs, it 

encourages staff to engage more and want to learn more about how they can 

make a real difference in their working life.” 

(Huntingdon Mencap, Domiciliary care provider) 

 

“Know your staff, what motivates and makes them tick. Above all reinforce to 

staff that they are your most important asset by nurturing them and celebrating 

their achievement so they know their key value to the overall team.” 

(Old Hastings House, Residential care provider) 

 

“As a small care home we all grow and develop together adapting to the 

different daily challenges that we learn from. We are 'family' and support and 

care for each other. A secure environment enables people to grow and develop 

their talents. We learn from our mistakes and have a 'no blame' culture. We 

trust each other and feel valued and supported.” 

(Chestnut Grove Rest House, Residential care provider, 

CQC rated ‘Outstanding’) 

 

 

3.4 Keeping your people 
 

Retaining good staff is vital to the success of any organisation, but especially so in 

the delivery of adult social care services where continuity of personalised care and 

support is crucial for the people who need care and support. In this section we 

explore good practice in relation to staff retention. 
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Improving retention 

We asked if organisations had tried various activities that could potentially 

positively impact upon staff retention. 

 

The majority of employers had seen a positive impact on staff retention as a result 

of investing in learning and development, embedding the values of their 

organisation and FHOHEUDWLQJ�WKH�RUJDQLVDWLRQ¶V�DQG individual achievements (94%, 

92% and 86% respectively). 

 

Involving colleagues in decision making, paying above local minimum wage
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Signed up to the Social Care 
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“Staff appreciate the opportunity to give their input and [know] that their opinions 

are listened to. It is most important that they know action has been taken where 

required.” 

(Highfield House Residential Care Home, Residential care provider) 

 

“[We have learnt that] everyone would like more money but surprisingly it’s not 

as important as being happy in their work. Support and development of people 

is held in higher regard.” 

(Claxton House, Atlanta Healthcare, Residential care provider) 

 

When staff leave 

Three in ten (30%) employers doQ¶W find out what their employees plan to do after 

leaving their organisation. Amongst those who do ask, their leavers were roughly 

split between those going to work for other social care employers (53%) and those 

going to work in other sectors (47%)19. 

 

When asked if they knew why employees had left their organisation employers who 

collected this information said the most common reasons given were: 

 personal reasons (30%) 

 career development (21%) 

 retirement (12%) 

 pay (11%) 

 the nature of the work (6%). 

 

Those who monitor the reasons for staff leaving are able to feed this into their 

business planning process (13 mentions) and to take a more proactive approach to 

dealing with issues raised by staff (9 mentions). 

 

The most important thing a social care employer can do to keep its staff 

Finally, whilst acknowledging that the best retention processes require a 

combination of many factors, we asked employers to describe the most important 

thing a social care employer can do to ensure that it retains the staff it employs. 

The results of this question are illustrated in the Word Cloud below: 

                                                           
19 Using NMDS-SC data Skills for Care estimates that, for all employers, 66% of 

people leaving their jobs remain in adult social care: www.nmds-sc-online.org.uk/The 

State of the adult social care sector and workforce 

http://www.nmds-sc-online.org.uk/The%20State%20of%20the%20adult%20social%20care%20sector%20and%20workforce
http://www.nmds-sc-online.org.uk/The%20State%20of%20the%20adult%20social%20care%20sector%20and%20workforce
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Respecting and valuing staff came top of the list with 41 mentions, followed by 

listening to staff and ensuring good lines of communication (33 mentions). 

Supporting staff, both in their roles but also increasingly in their personal lives too 

was mentioned 25 times, with flexibility in working hours (sometimes linked to 

responsibilities outside of work) being mentioned six times. 

 

Ensuring staff are well trained and well paid (including benefits and incentives) 

remain important retention factors (23 mentions and 20 mentions respectively), but 

it is clear that other factors often play a more significant role and the importance of 

a good working environment which allows staff to grow cannot be underestimated 

(21 mentions). Employers were keen to note the value of rewarding and celebrating 

the achievements of their staff (12 mentions). 

 

Below are some quotes from employers in which they describe, in their own words, 

what they feel is the most important thing that a social care employer can do to 

retain their staff. 

 

³
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“Treat staff with respect… [We call our staff] ‘care professionals’ rather than 

care assistants, support workers, care workers etc. We recognise that the role 

is a professional role and encourage our staff to introduce themselves as care 

professionals in all situations.” 

(Bluebird Care Mendip, Domiciliary care provider) 

 

“Ask for their opinions…say thank you for their efforts. Let them know they are 

important to the success of the organisation. Pay wages on time. Pay at least 

the accepted minimum wage. Note birthdays and anniversaries on the job.” 

(Shalom Care, Domiciliary care provider) 

 

“Keep staff interested in the job by offering in-house or outside training. Keep 

their morale positive by reminding them of the good work they do.” 

(Lyndale Care Limited, Residential care provider) 

 

“Provide an on-going and structured personal and career development plan 

which is reviewed on a regular basis. Ensure that training and development 

opportunities are available to support their on-going needs.” 

(Community care provider) 

 

“Actively encourage autonomy within their role and promote a culture of 

gratitude for a job well done no matter how small…letting staff know their value 

to the organisation costs nothing and promotes an overall feeling of worth to 

employees.” 

(Transition Care, Domiciliary care provider) 

 

“Support them and reward them. Share the successes with them they are vital 

in achieving them. Our CQC report was a way to show people what they do well 

and where we can achieve further.” 

(Claxton House, Atlanta Healthcare, Residential care provider) 

 

“Give staff the tools to do the best possible job (sufficient numbers of 

colleagues, a supportive and warm team culture, clear and agreed aims, on-

going learning and development opportunities, etc) and then acknowledge when 

they have achieved outstanding outcomes.” 

(Old Hastings House, Residential care provider) 
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3.5 Recruitment circumstances 
 

Employers often tell us that their recruitment and retention issues are related to 

specific circumstances. We therefore took the opportunity to explore these issues 

with employers who overall have positive recruitment and retention rates. 

 

The table below shows how many employers said that the various recruitment 

issues affected them, either positively or negatively. It has been ordered by the 

number of mentions of each issue, from most mentions to least mentions. 

 

Table 6: Recruitment circumstances  

(Base = 15-126 employees) 

 
Total 
number of 
mentions 

Has a 
positive 
impact on us 

Has a 
negative 
impact on us 

Reputation 126 121 5 

Working hours or patterns 118 103 15 

Pay 111 69 42 

Career progression opportunities 101 79 22 

Competition from other social care 
providers 

89 26 63 

Local on-site leadership and 
management 

88 86 2 

Funding 78 25 53 

Service user profile/s 73 64 9 

Competition from other sectors 65 8 57 

Organisation-wide leadership and 
management 

58 50 8 

Transport issues 55 8 47 

Local labour market issues related to 
operating in an urban area  

52 24 28 

Local labour market issues related to 
operating in a rural area 

45 15 30 

National labour market issues 45 10 35 

Seasonal issues (i.e. staff leaving 
EHFDXVH�WKH\�GRQ¶W�ZDQW�WR�ZRUN�RYHU�
holiday periods) 

30 7 23 

Local labour market issues related to 
operating in an area dependent upon 
tourism 

15 5 10 
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Reputation (mentioned by 90% of employees20) 

Without a doubt, building a strong reputation as a provider of adult social care can 

play a huge role in successfully recruiting and retaining staff. The majority of 

employers mentioned this, with some saying that this is spread via word of mouth, 

whilst others promote it more formally through publicity, meetings with other 

professionals. Formal recognition of reputation is referenced, for some, by their 

CQC inspection ratings. 

 

“We've built a reputation for being a fair and responsive employer  

who places the clients at the forefront of our practice.” 

(Linton Support, Residential care provider) 

 

“We are fortunate to have a good reputation, gained over many years  

and evidenced by our CQC reports.” 

(Huntingdon Mencap, Community care provider) 

 

“Anyone visiting the home always receives a warm welcome and cuppa  

and the home speaks for itself as a very care homely environment.” 

(Chestnut Grove Rest Home, Residential care provider,  

CQC rated ‘Outstanding’) 

 

“We have been named as one of the top 10 homecare providers in the  

East Midlands and have a fantastic reputation that continues to grow through 

gaining reviews and feedback shared across a variety of platforms.” 

(Right at Home, Nottingham, Domiciliary care provider) 

 

Working hours and patterns (mentioned by 84% of employees) 

Adult social care is generally a 24 hours a day, 365 days a year service. This can 

present challenges to employers, especially managing shift patterns and covering 

unsociable hours. Employers told us that they key to managing this is to be as 

flexible as possible, realising that staff have responsibilities outside of work or 

wanting to support employee well-being, and that by working in this way staff tend 

to be more loyal and willing to go the extra mile when needed. 

 

“We allow a certain amount of flexibility, helping out were possible.. 

[This] breeds loyalty and support from staff in 'crisis' times i.e. illness 

outbreaks.” (Ashmore Nursing Home, Residential care provider) 

 

                                                           
20 Total number of respondents to the survey was 140 
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“Staff send us their availability and times they wish to work and we try to 

accommodate this as much as we can. We also have regular shift patterns so 

everyone knows what they are doing one month ahead.” 

(Domiciliary care provider) 

 

“Although the service delivered is 24/7 we recognise that staff members need to 

have a good work/life balance so we negotiate shift patterns to fit around 

outside commitments where possible and practicable.” 

(Orchard Vale Trust, Residential care provider) 

 

Pay (mentioned by 79% of employees) 

:KLOVW�WKHUH¶s evidence that many other factors influence recruitment and retention 

WKHUH¶s no getting away from the fact that, for some employees, pay will influence 

their decision to join, and stay with, a social care employer. Many employers 

reported that they pay slightly above the National Living Wage, with some also 

offering further incentives for working unsociable hours or when staff obtain higher 

qualifications. NB: Local pay levels and benchmarks can be obtained via the 

National Minimum Dataset for Social Care (NMDS-SC).21 

 

Career progression opportunities (mentioned by 72% of employees) 

Promoting career development opportunities that exist within the sector contributes 

to improving perceptions of working in adult social care as well as encouraging staff 

retention. The most successful employers are likely to be those who invest in their 

staff and enable them to develop their talent and skills. This can be challenging in 

smaller organisations where opportunities are fewer, but sometimes employers 

have to accept that staff will grow with them up to a certain point, and then move 

on. Where employees remain within the adult social care sector their enhanced 

skills will, of course, continue to be beneficial. 

 

“We believe in training our staff to a very high standard and in assisting them to 

achieve their personal development goals.” 

(Residential care provider) 

 

“We are happy to see people move onto a better paid job with promotion –  

It’s is a fact of life we can live with and we take pride that carers are leaving with 

experience and training that we have provided.” 

(Domiciliary care provider) 

 

                                                           
21 See www.nmds-sc-online.org.uk/reportengine/dashboard.aspx 

http://www.nmds-sc-online.org.uk/reportengine/dashboard.aspx
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Additionally employers suggested that the role of leaders and managers in adult 

social care should not be under estimated. They can act as positive role models, 

demonstrating 

http://www.skillsforcare.org.uk/WDF
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Employers need to build on initiatives in the adult social care recruitment and 

retention strategy 2014-2017 such as I Care…Ambassadors, sector based work 

academies and engaging with local Jobcentre Plus sector specific initiatives, 

careers events and work hard in their local area to dispel the myths and promote 

the positive aspects of the roles available, as well as making all efforts to ensure 

that pay and rewards are as competitive as possible. 

 

“Social care is not seen as an attractive industry to work in nationally so we 

promote just the opposite. Stating it can be a very fulfilling industry, it’s more 

than just a job. We try and keep our job adverts interesting to attract future 

candidates.” 

(Orchard Vale Trust, Domiciliary care provider) 

 

Seasonal issues (mentioned by 21% of employees) 

The realities of adult social care are that most roles are required around the clock 

and throughout the year. This requires an element of shift working or flexible 

working patterns and whilst this might not be desirable to everyone, employers 

suggested that the best way to deal with this is to tackle it head on and ensure that 

new employees are aware of the situation when they are recruited and, where 

possible, to offer some flexibility. 

 

“We are open and honest about our expectations (we are open 365 days a 

year, 24 hours a day). Over the Christmas period, we have asked staff to opt in 

to the hours they want to work and then we've accommodated as much of this 

as possible and discussed openly where we've not been able to agree to 

everyone's requests.” 

(Linton Support, Residential care provider) 

 

Issues relating to operating in an area dependent upon tourism (mentioned 

by 11% of employees) 

It can be difficult to recruit and retain staff if you operate in an area that is 

traditionally dependent upon tourism for its economy. Employers suggested that 

recruitment efforts need to be well targeted, sell the advantages of the employer, as 

well as the surrounding area and that pay and rewards need to be competitive. 
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4. Key findings from the research with individual 

employers 
 

4.1 Recruiting 
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The other main difficulty noted is related to finding suitable staff to meet your needs 

(46 mentions), either because you have specific care or medical needs, because 

you want a PA of a particular gender or because you are looking for someone with 

specific qualities. 

 

“It’s very hard to find the right kind of person with the right approach, character 

and awareness of my wife's needs." 

 

“It was very difficult initially to find someone with the right skills and attitude to 

cater for my needs.” 

 

Other difficulties noted were living in places that are difficult for PAs to get to (10 

mentions), cultural or language barriers (5 mentions) and bureaucracy (2 

mentions). 

 

Suggestions made by individual employers for overcoming some of these 

difficulties centred on having more support. 86 people spoke about needing more 

advice or support with advertising and recruiting. 

 

“More support and advice on how to successfully recruit staff when you are a 

new recipient of direct payments.” 

 

“I found the whole process very stressful, time consuming and would have 

benefitted from the correct information and support.” 

 

Linked to this, 56 individual employers raised the issue about the need for a local 

register, network, database or bank of PAs who had already been checked and 

vetted. 

 

“A simplified register of available PAs in my area, making the process of finding 

someone suitable a lot less stressful and easier.” 

 

“Access to a database/pool of available PA's with all details on experience, 

qualifications for us to contact re: employment.” 

 

Reiterating the experiences of those who have had few problems recruiting PAs, 26 

individual employers that had experienced problems suggested that employing 
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4.3 Retaining personal assistants 
 

Retaining good staff is cost effective and is vital to ensuring continuity and quality of 

care and support. In this section we explore the retention experiences of individual 

employers. 

 

75% of individual employers reported having no problems retaining the PAs that 

work for them. However, 19% VDLG�WKH\�KDG�µVRPH¶�GLIILFXOW\�DQG�6% said they did 

not find retaining PAs easy. 

 

Those who KDGQ¶W�experienced problems retaining PAs to work for them were 

asked what they would recommend that others could do to replicate their success. 

 

For some the crux of retaining staff is getting the recruitment process right in the 

first place (42 mentions). Individual employers spoke about the benefits of taking 

time to get the right people in place. Related to this was the reiteration of the need 

to be clear about your needs from the start (27 mentions) and, for many, employing 

people that you already know (56 mentions). 

 

The remainder of the suggestions for successfully retaining staff all fall under the 

XPEUHOOD�WHUP�RI�µEHLQJ�D�JRRG�HPSOR\HU¶� 

 ensure that you have good lines of communication (59 mentions) 

 treat your PAs with respect (58 mentions) 

 be flexible (49 mentions) 

 create a positive working relationship (39 mentions) 

 pay well and on time (26 mentions) 

 create a pleasant working environment (12 mentions) 

 show your PAs that you appreciate them (12 mentions) and value your staff 

(8 mentions) 

 be supportive of your staff (9 mentions). 

 

“Ultimately you want happy staff, so be reasonable, be kind, be flexible..                             

(for example, to calculate a start time I asked my PA to take her son to school 

then come to work - how simple is that?).” 

 

“I have tried really hard to make working with me and in and around my home a 

pleasant environment and have maintained a simple working relationship with 

both [PAs]. We don’t have contact outside of work, not Facebook etc. I always 

thank them before they leave for their help and apologise if I’ve been short at 
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ZRUNIRUFH�ZDV�WUDQVLHQW�EHFDXVH�LW�ZDV�YLHZHG�DV�D�µVWRS�JDS¶��L�H��IRU�VWXGHQWV�

during their studies). 
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5. Conclusions and recommendations 
 

5.1 Conclusions 
 

Adult social care employers 

This research sought employer-led solutions to the challenges of attracting, 

recruiting, developing and retaining staff. The contributions have come from a wide 

range of employers representing differing service settings, sizes and geographical 

locations; the common thread between them was that they have a low staff 

turnover rate (less than 10%). The majority of (eligible) employers who took part in 

the UHVHDUFK�KDYH�DOVR�EHHQ�UDWHG�µJRRG¶�RU�µR
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5.2 Recommendations 
 

Adult social care employers 

The key messages that we hope employers will take from this research are: 

 

1. The importance of making use of data collected when planning recruitment 

activities to ensure that the process is proactive and cost effective. 

 

When collecting data and making use of it for planning recruitment activities 

you need to make sure you have a JRRG�XQGHUVWDQGLQJ�RI�KRZ�\RX¶re going 

to use the data and what the rules are around how you store and use that 

data. Our Information sharing for social care employers guide can help you 

understand what you need to do24.  

 

2. The collective responsibility to improve the image of the sector as a good 

place to work in order to attract more people to consider applying for 

vacancies. 

 

The Adult social care workforce: Recruitment and retention strategy 2014-

201725 has within its priorities, activities that will help: 

 target and attract a diverse range of new talent, address 

misconceptions about the sector and better promote the rewarding 

http://www.skillsforcare.org.uk/Documents/Topics/Digital-working/Information-sharing-for-social-care-employers.pdf
http://www.skillsforcare.org.uk/Finding-and-keeping-workers/Documents/R&R-strategy-2014-2017.pdf
http://www.skillsforcare.org.uk/Finding-and-keeping-workers/Documents/R&R-strategy-2014-2017.pdf
http://www.skillsforcare.org.uk/values
http://www.skillsforcare.org.uk/Documents/Topics/Digital-working/Information-sharing-for-social-care-employers.pdf
http://www.skillsforcare.org.uk/Documents/Topics/Digital-working/Information-sharing-for-social-care-employers.pdf
http://www.skillsforcare.org.uk/RandRstrategy
http://www.skillsforcare.org.uk/valuesandbehaviours
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4. The value of investing in learning and develop to ensure that staff stay and 

grown with your organisation. 

 

For further information and support relating to learning and development 

please refer to the learning and development27 section of our website, 

including information about apprenticeships, qualifications and manager 

induction standards.  

 

5. The importance of developing a positive working culture that values and 

listens to staff. 

 

For further information and support relating to developing a positive 

workplace culture please refer to our Developing a positive workplace culture 

toolkit28.  

 

Individual employers 

The key messages that we hope individual employers will take from this research 

are: 

 

1. The value of recruiting people that you know and who understand your 

needs or, where this is not possible or desirable, the benefit of seeking 

recommendations from others about the suitability of potential candidates. 

2. Getting recruitment right goes a long way towards creating a positive 

working relationship, built on mutual trust and respect and a clear 

understanding of what the role entails. 

3. Values and behaviours based recruitment is generally more effective that 

recruitment solely focussed on qualifications or past experience. 

4. %HLQJ�D�µJRRG�HPSOR\HU¶�PHDQV�HQVXULQJ�\RX�KDYH�RSHQ�FRPPXQLFDWLRQ��

respect, flexibility and a positive working relationship. 

5. The desire for improved access to PA registers or databases is great and 

more pressure needs to be put on local authorities and CCGs (for PHB 

holders) to see this happen. 

 

Skills for Care will continue to develop further resources to support these findings 

over the coming year. 

 

                                                           
27 www.skillsforcare.org.uk/learning  
28 www.skillsforcare.org.uk/culture  

http://www.skillsforcare.org.uk/Learning-development/Learning-and-development.aspx
http://www.skillsforcare.org.uk/culture
http://www.skillsforcare.org.uk/culture
http://www.skillsforcare.org.uk/learning
http://www.skillsforcare.org.uk/culture
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6. Appendix 
 

6.1 AnalysLV�RI�TXHVWLRQV�RQO\�DVNHG�RI�µSDUHQW¶�DQG�/RFDO�

Authority respondents in the online employer survey 
 

Owing to the low response rates DPRQJVW�WKHVH�JURXSV�����IURP�µSDUHQW¶�

organisations and eight IURP�/RFDO�$XWKRULWLHV��ZH¶Ye extracted the questions that 

were only asked in their versions of the online employer survey and have reported 

them below. Where they were asked WKH�VDPH�TXHVWLRQV�DV�LQ�WKH�µVWDQGDORQH¶�

version of the survey their answers are included in the main body of the report. 
 

Attracting more people 

It would appear that in Local Authorities aQG�µSDUHQW¶�RUJDQLVDWLRQV�UHFUXLWPHQW�LV�

typically co-ordinated centrally, HLWKHU�HQWLUHO\�E\�WKH�µKHDG�RIILFH¶�RU�ORFDOO\�using 

corporately designed tools. The type of information that is monitored includes 

spend on agency workers, applications received from specific sources, monitoring 

data (disability, ethnicity, etc.), advertising costs and shortlisting and selection data. 

The monitoring data is helpful to determine where to advertise vacancies in the 

future. 
 

Developing talent and skills 

It would appear WKDW�LQ�/RFDO�$XWKRULWLHV�DQG�µSDUHQW¶�RUJDQLVDWLRQV�UHFUXLWPHQW�LV�

typically co-ordinated centrally, HLWKHU�HQWLUHO\�E\�WKH�µKHDG�RIILFH¶�RU�ORFDOO\�XVLQJ�

corporately designed tools. Most then monitor recruitment centrally, using staff 

feedback, supervision meetings, staff satisfaction surveys and staff progressions 

through recognised career pathways. This information is used amongst managers 

to develop and strengthen future planning activities and spend. 
 

Keeping your people 

It would appear that in Local $XWKRULWLHV�DQG�µSDUHQW¶�RUJDQLVDWLRQV�UHWHQWLRQ�LV�

typically co-ordinated centrally, HLWKHU�HQWLUHO\�E\�WKH�µKHDG�RIILFH¶�RU�ORFDOO\�XVLQJ�

corporately designed tools. Recruitment is then monitored centrally, using vacancy 

and turnover rates, absence and sickness rates, length of time in job role, 

progression and job changes and complaints, compliments and suggestions. The 

data is collected via supervision and appraisals, exit interviews, performance 

management reporting and staff surveys.  
 

Two-thirds of these employers are also using their National Minimum Dataset for 

Social Care reporting facilities. This information is used amongst managers and 

workforce development colleagues to develop and strengthen future planning 

activities and spend. 
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