
In adult social 
care & support



The National Care Forum (NCF) is the leading voice for not-for-profit care providers in the UK.  The 
NCF aims first and foremost to promote quality care for people receiving 
not-for-profit care and support services. The NCF works with its members, the 

wider social care sector, government and other national bodies to develop constructive solutions 

that can improve social care provision and enhance the quality of life, choice, control and well-

being of people who use services. 

NCF reflects the diversity of the care sector. The wide range of services provided by our member 

organisations to adults of all ages include: home care, day care, housing, extra-care, outreach, 

intermediate care, residential and nursing care and specialist provision. NCF is recognised as a 

national authority and contributor to social care policy development.

NCF recognises the importance of providing a flexible range of services which are responsive to 

the needs and wishes of people receiving care and support. NCF is committed to building on the 

positive contribution and potential of existing provision while developing new ways of working 

and improving quality. This includes recognition of a continuum of care and support services in 

which residential care is seen as a positive choice.

Promoting quality
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The NCF is committed to the promotion of human rights of people who use care services and to 

safeguarding their dignity, well-being and safety at all times. The commitment of our members to 

quality in the delivery of care and support services led to the implementation of the NCF Quality First 

framework for quality assurance.

• The principles of personalisation and forms of self-directed care and support are central to 

adult social care provision. This means providing services that are responsive to 
individual needs. This involves actively listening to the people who receive services, and 

their advocates, and working with them to realise their personal goals and aspirations. Ensuring 

that they are involved at all levels in decision-making about the ways that their care and support 

needs are met. Providing accessible information so that people can make informed choices.

• Community links and social networks are maintained to enable people who 

use services to be engaged as citizens in ways that they value.

• Staff are valued for their contribution in providing quality care. Pay, terms and 

conditions seek to reflect the professionalism of the task of offering care and support. On-

going learning, training and career opportunities are created in supportive work settings. 

NCF recognises that the protection of vulnerable adults through robust recruitment policies, 

procedures and checks is also a key element of valuing staff.

• Continuous improvement of the services provided is achieved through regular review, 

monitoring, evaluation and, where appropriate, external validation and accreditation. NCF 
Quality First has been developed as a quality assurance framework for members offering 

a benchmarking facility. Feedback from people who use services is an essential aspect of 

development together with appropriately managed systems for resolving complaints.

• Forming partnerships and alliances at local, national and international levels is a key 

aspect to improving care and support services. This is best achieved by care providers working 

in partnership with commissioners and regulators as well as organisations that share our 

aspirations and our commitment to quality care and support services.

• Effective governance, leadership and management with clear lines of 

responsibility and accountability, ensure standards are maintained and developed. This includes 

a commitment to continuing professional development for managers and other staff alongside 

appropriate opportunities for trustees.

• Financial sustainability is an essential component of effective management and 

governance to achieve quality objectives and invest in continuous improvement.

Committed to quality 
care and support
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• Good practice and innovation is evidence-based. NCF draws on links and 

partnerships with research bodies and educational institutions to develop, disseminate and 

promote models of best practice.

• Innovative services are highlighted and help to develop leading-edge models of care 

practice and provision particularly within the not-for-profit sector.

• The benefits of not-for-profit provision are developed to ensure positive outcomes and 

experiences of care and support through reinvestment and the development of 
new services.

The Care Act 2014 set out the government’s vision for the reformed care and support system 

creating a single modern piece of law for adult care and support, replacing complex and outdated 

legislation. A series of policy statements and initiatives, with broad support across the care sector, 

have reinforced the aspiration for more joined-up and integrated care and health systems. Recent 

announcements on social care funding and the delay to the implementation of the care cap model 

(until 2020) have created additional uncertainty in an increasingly fragile care market.

A range of factors have focused attention on the need for change. People who rely on care services, 

and service user organisations, as well as professionals in social and health care, increasingly endorse 

the view that individuals should have the right to expect person-centred social care arrangements 

and provision that offer them greater choice and control, and respect their individuality and dignity. 

NCF recognises that all adult social care provision, whether delivered in the community or in a 

residential care setting, will need to continue to develop in response to demands for quality care to 

be flexible and responsive to individual needs and preferences. It is the view of NCF that the drive 

to greater personalisation needs to be considered within the context of the full spectrum of care 

and support services.

In addition to people’s raised expectations in relation to the quality and nature of provision, a number 

of other factors present challenges to current and future services. Demographic trends indicate an 

ageing population and a population more affluent than previous generations. Improvements in 

health have contributed to longer lives but at the same time there will be a growing number of 

people with chronic conditions. This will increase the need for high levels of support and assistance 

and specialised care. 

There remain crucial issues to be determined around the public cost of services, affordability and 

eligibility. Questions also still remain about who should pay, for what and how much. There are 

inconsistencies around the integration of ‘free’ health care and means-tested social care. The 

aspiration of a seamless set of health and care services is yet to be realised in many places. 

Supporting the need for 
transformation and change
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There are fundamental challenges to be resolved around how future care staff will be recruited and 

trained as demographic pressures will mean a smaller proportion of young people in the population 

and greater competition from other sectors. There are particular difficulties in the recruitment of 

registered nurses to work in adult social care. There continues to be significant concerns about how 

the value and status of social care work can be appropriately enhanced and rewarded.

It is evident that the process of transformation within social care is set to continue. All care providers, 

including those in the not-for-profit sector, will need to work to ensure that their services can 

respond to these new challenges and meet the changing needs of individuals and populations of 

service users in very different ways. 

NCF welcomes the opportunity to be an active and significant contributor to the process of 

change and the debate that shapes policy at all levels. As a community of like-minded people and 

organisations, NCF is committed to building on members’ expertise and experience and contributing 

to the setting of higher quality standards and improved outcomes for people who use care services. 

NCF initiated the My Home Life project with Help the Aged in 2006 to promote more positive 

perceptions of care homes. In the first phase, Professor Julienne Meyer at City University London 

was commissioned to synthesise the evidence-base for quality of life in care homes and prepare a 

full literature review. As a result, eight original themes were developed to underpin the vision which 

then grew into a philosophy and full programme of linked work. This involved communicating 

the vision across 18,000 care homes for older people in the UK and developing the support of 

all provider organisations. Resources have included a range of papers, posters, bulletins and a 

documentary celebrating and sharing best practice. 

“Having been involved with the My Home Life programme from the outset the 

National Care Forum is pleased to be associated with it and proud of what it has 

already achieved. It has given a new focus to quality of life in care homes for older 

people in positive ways underpinned by sound research evidence. It is our view 

that the MHL programme has the potential to contribute significantly to improving 

quality by assisting in transforming care and support services.”

Des Kelly OBE, NCF Executive Director

NCF is delighted that My Home Life continues to develop and is seen to be a positive force in 

promoting quality improvement in a wide variety of care homes throughout the UK.

Enhancing the value 
of care
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A positive vision for the future – well-being not 
welfare

Policy formulation which promotes independence and maximises choice and control has particular 

implications for the planning and delivery of care and support services. As an organisation with a 

commitment to a positive vision for the future of care and support services delivered by not-for-

profit providers, NCF believes that services must be designed to:

• enable a focus on well-being rather than welfare

• focus on outcomes that are important for those who use services and recognise that a diversity 

of arrangements and services are required to achieve personal outcomes

• achieve the maximum quality of life for individuals and not just the maximum quality of care

• promote independence and individual choice in a context where many people who use services 

have complex and acute needs

• recognise interdependency and reciprocity for people receiving care and support and those 

working in adult social care

• promote the importance of services for prevention and support alongside specialist provision

• enable whole systems thinking and a continuum of integrated services

• ensure that the role of regulation and inspection provides protection and safeguards standards 

whilst driving continuous improvement.

NCF believes that making this vision a reality will contribute to increased public confidence in care 

services. This requires an understanding by all professionals that person-centred approaches are 

fundamental to the delivery of care and support. Multidisciplinary working is a vital element of best 

practice. Mutual respect and a shared understanding require that we break down the barriers of 

silo working. We also believe that fair commissioning which actively engages providers as partners 

alongside other stakeholders, and rewards quality, is a key element in the process of continuous 

improvement. 

Commissioning can be an important aspect to driving modernisation and change as effective 

commissioning is an essential requirement to achieving purposeful investment and development. 

Furthermore, commissioning should be competitive rather than combative. In our view there remains 

a need for better understanding and valuing of the full spectrum of integrated, community-based 

provision. NCF welcomes efforts to establish a coherent system of outcome-based commissioning 

for care and support services. We fully support the policy aspirations of ADASS to see a social care 

system that is “protected, aligned and re-designed”.
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Continuous improvement
NCF views continuous improvement as essential to good 

practice and for this reason we have developed NCF Quality 

First as a framework for quality assurance. Continuous 

improvement is a key factor in the development and delivery of any service. Providers of services 

who are committed to improvement will have systems which routinely monitor, review and evaluate 

the services provided. There will be feedback procedures which involve those receiving services and 

their carers, relatives and others who are important in their lives. Staff will be engaged in using self-

assessment as part of their work and all such systems will be an embedded part of the culture within 

the organisation, team, setting or service.

NCF actively supports the development of self-assessment and evaluation processes. We have 

endorsed the greater emphasis on unannounced regulatory inspections and welcome the re-

introduction of a robust system of quality ratings. We are fully engaged in working with the Care 

Quality Commission to develop such aspects further and to ensure that they achieve the desired 

outcomes in a consistent manner.

Involving people in the development of care and 
support services

The principle that people receiving services should be involved in decisions about their care as well 

as having an opinion on the development of future services should not be contentious. They should 

also have the right to evaluate the care provision that they receive and to be sure that their opinions 

carry weight. 

The development of Direct Payments, Individual and Personal Budgets to make a reality of self-

directed care and support gives a strong indication of the direction and pace of change and the 

commitment to enabling people to have greater control over arrangements for their own support 

and assistance. The basic principles underpinning such developments are not yet universally evident 

in practice and it is crucial that all of us in the care sector embrace the need to translate these key 

aspirations into reality. However we are concerned that the debate around ‘personalisation’ too 

readily polarises services and as a consequence under-estimates the potential contribution of care 

homes and some aspects of home care.

Building on our reputation 
for quality
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NCF starts from the assumption that people, irrespective of their needs or circumstances, have a 

right to be consulted and involved. We acknowledge the importance of enabling the voices to be 

heard of those who have traditionally been less likely to be consulted: those with higher support 

and dependency needs, those for whom communication can present a challenge, and those for 

whom the management of risk requires innovative solutions. NCF also acknowledges the crucial 

role played by relatives of those who use services and the knowledge and wisdom that they, too, 

may contribute. 

NCF recognises the need for people who use health and social care services and their families to 

have access to sources of accurate and reliable information together with comprehensive advocacy. 

NCF was instrumental in the development of ‘Your Care Rating’ – an independent, not-for-profit 

body that oversees an annual survey (each year since 2012 by Ipsos Mori) to harness the views of 

residents in care homes about the services they receive. Your Care Rating has become established as 

the primary quality mark in gaining feedback from people receiving care services.

Information, advice and guidance
In addition to our outward-facing work, our members benefit from, and contribute to, NCF’s well-

established information sharing and benchmarking services. This is a valued service for members 

and also provides the organisation with the data that informs our contributions to the wider policy 

and practice agenda.

NCF collects benchmarking data from members through surveys and facilitates an annual 

information exchange on staffing, as well as pay, terms and conditions. Benchmarking exercises are 

also undertaken on such aspects as funding and finance, training and development. We provide 

members with access to specialist information on current best practice and quality standards. NCF 

produces a highly-regarded weekly e-briefing for members with news updates and analysis on key 

developments in the care sector.

Community links and networks
A defining characteristic of the services offered by NCF members is the way they recognise the 

notion of community for people receiving care and support. Quality of life and well-being is 

undoubtedly influenced by the extent to which the links and networks around people are retained 

and maintained. Sometimes this is to do with the delivery of services in a local area and at other 

times it is through a community of common interest such as faith or other significant aspects of 

life experience. We recognise the importance of local services for local people and of provision 

integrated into the local economy. As not-for-profit care providers, NCF members are able to 

reinvest to develop services, and build social capital, within the communities they serve, either 

around locality or common interest.
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The not-for-profit sector has arguably enjoyed a justified reputation for leading innovation and 

change in social care. At local and national levels, not-for-profit organisations have often been 

founded in response to identified, unmet need. Such responsiveness has contributed to the positive 

reputation that many not-for-profit organisations have for actively involving service users in the way 

in which services are developed and taking a lead that others then follow. Modern not-for-profit 

organisations aim to combine commercial success and value for money with the traditional ethos of 

innovation and service to community. 

The use of the generic term ‘independent sector’ has sometimes resulted in for-profit and not-for-

profit providers being seen as the same and ignores crucial differences in ethos. NCF believes that a 

strong, vibrant and growing not-for-profit sector is in the public interest and we want to ensure that 

in a mixed economy of provision, a discerning public is aware of the characteristics and contribution 

of not-for-profit organisations.

Not-for-profit providers bring added value
The NCF commissioned the Institute of Public Care (IPC) to produce a series of 

three papers (2012) which provided an overview and practical examples from NCF 

members on the distinctive contribution made by not-for-profit providers to social 

care services. The papers considered the following distinctive themes: People; 

Innovation; Added Value and Social Capital with each paper exploring these 

concepts and the ways in which they are particularly characteristic of the approach 

of organisations in the not-for-profit sector.

Stimulating innovation
There are many examples of innovation in the care sector but there can never be enough! Changing 

circumstances and different people need new solutions all the time and the process of innovation 

is on-going. Innovation is not necessarily high profile buildings-based schemes, but can equally 

consist of those small operational changes that significantly enhance the quality of life of the people 

receiving a service. The social care sector needs to find effective ways to exchange information 

about such developments and draw on them to develop best practice, so that everyone can benefit. 

The contribution of the 
not-for-profit sector
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NCF supported the establishment of the National Skills Academy for Social Care (now part of Skills 

for Care) and continues to work closely with the major improvements bodies including; Skills for 

Care, the Social Care Institute for Excellence (SCIE), the National Institute for Care Excellence (NICE) 

and the Think Local Act Personal (TLAP) partnership initiative, to develop strategies to improve 

leadership and commissioning, offer specific support for Registered Managers, and improve training 

and recruitment. 

Arguably there are now more opportunities to think in new and innovative ways to meet care and 

support needs. The planning and commissioning process is the starting point for the development 

of new services. Innovation is important across all NCF services whether community based or in a 

residential setting, and in existing services as well as new developments. A range of integrated care 

and support services can support preventative working as well as meeting specialist care needs. 

By supporting innovation and sharing knowledge and experience, NCF contributes to widening the 

scope of best practice. This helps to improve awareness and enhance the positive reputation of the 

care sector. However NCF would like to see the models of best practice shared more widely and 

evidence that action is being taken - and not just talked about!

NCF celebrates the arts in care homes
NCF working with the National Association of Activity Providers for Older People 

(NAPA) and The Baring Foundation jointly published ‘Creative Homes: how the 

arts can contribute to quality of life in residential care’ (in November 2011). The 

good practice guide includes case studies as well as resource information on arts 

organisations committed to working with older people.

This publication is also intended to demonstrate the value of art to improving the 

quality of life for people in care settings… the practical style of the guide will inspire 

managers and practitioners to develop and extend arts activity for the benefit of 

residents, their families and staff.

10 COMMITTED TO QUALITY



Valuing the workforce
The provision of the best quality care and support services is dependent on the quality of the staff 

employed. Investing in the workforce therefore should never be viewed as an optional extra. The 

people care providers attract and employ, induct and develop, supervise and support, are crucial to 

the effectiveness and success of services. The way people are managed and the extent to which they 

feel appropriately valued are also essential requirements. The not-for-profit sector has a good track 

record in developing the workforce at all levels within teams and organisations. NCF has produced 

two annual benchmarking surveys for each of the last 12 years. The information gained from these 

authoritative surveys (which now regularly achieve 70% response rates) is used to inform members 

and our policy influencing work.

Initiatives which encourage a positive public perception of working in the care sector, of career 

progression opportunities and which attract young people into work in social care need further 

development. Skills for Care continues to play a valuable role in this area. There remain significant 

challenges which result from high staff turnover and the difficulties in retaining staff. There are 

continuing pressures to improve the number of staff with appropriate qualifications that still need 

to be addressed. 

NCF recognises that a key challenge is that of the change management necessary for modernisation 

of care services in the context of increasing competition for staff from other service sectors. 

Influencing policy
NCF represents its member organisations through dialogue with government departments, 

policymakers, politicians, commissioners and regulators. NCF is recognised as a significant and 

respected voice in the wide-ranging developments and debates associated with the transformation 

of social and health care. We have close links with key bodies and we work in partnership with 

national and international organisations and networks to promote quality care services. We 

participate in joint work with other representative groups in the care sector.

CQC must reprise ratings role to ease 
navigation of care system says NCF and VODG
“Reintroducing ratings to regulated care services would benefit the public as well 

as health and social care providers and commissioners, a new report argues. A 

discussion paper published jointly by the National Care Forum and the Voluntary 

Organisations Disability Group outlines the inadequacies in how people choose 

and analyse care, and urges a way forward. The report, Information is power: why 

ratings of care services need to return, argues that in an increasingly complex care 

quality environment, a plethora of different policy initiatives and agencies, are 

developing their own approaches to information about quality. This makes choosing 

care services very challenging.”

‘Information is Power – why ratings of care services need to return’ (January 2013)
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“Personalisation and policy shifts towards closer integration of care and health, 

together with a greater emphasis on preventative services, bring a need for different 

service offers and, in turn, different commissioner and provider relationships. Change 

on the scale that we consider necessary can only happen if these relationships 

are truly collaborative. Personalisation and integration should alter the ‘rules of 

engagement’. Commissioners and providers working in partnership, recognising 

that transparency of costs is as important as transparency of quality, is the most 

effective way to ensure that current and future supply and demand difficulties are 

resolved.

A shared vision of future care and support services is vital to drive innovation, quality 

improvement and change that results in tangible reshaping of markets – NCF do not 

believe that commissioners will be able to achieve this on their own. Nevertheless it 

seems likely that such a fundamental shift in ways of working will be as much about 

behaviour as policy.”

‘Survive or Thrive: securing financial sustainability in social care – the provider perspective’ (June 2015)

NCF is a community of like-minded people and organisations who benefit from each other’s expertise 

and experience. There are regular professional networking opportunities for chief executives, 

directors and senior managers, and trustees to share views, knowledge and expertise. We also have 

a number of Forums with senior managers of member organisations leading on project work.

Learning and development
NCF provides member organisations with a forum for learning and development. We have established 

effective links with the Social Care Institute for Excellence (SCIE), The King’s Fund, Skills for Care, 

the Centre for Workforce Intelligence (CfWI), the Housing Learning and Improvement Network, 

Research into Practice for Adults at Dartington, universities, research institutes and training bodies. 

Joint publications have been produced with CfWI on apprenticeships in social care, with VODG on 

assistive technology and volunteers, as well as regular policy briefings. We organise two national 

Bringing members together
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conferences a year and a series of seminar events on topical issues. We offer a comprehensive 

interactive website facility for members.

NCF regularly provides opportunities for members to visit new care developments and schemes – 

both in the UK and further afield. NCF has arranged and led study tours to care facilities for older 

people in Belgium, The Netherlands, Germany, Denmark and Sweden. In September 2015 we have 

arranged a short tour to Germany to look at specific developments around the use of technology in 

care and support services. Our active involvement with the International Association of Homes and 

Services for the Ageing (IAHSA), the European Association of Homes and Services for the Ageing 

(EAHSA) and CommonAge provides a valuable point of access to a global network. Our members 

also regularly host visits from care providers and academics from other countries.

Shared resources
Our dedicated Forums now facilitate a network in excess of 300 senior managers from across our 

member organisations to discuss such themes as social care practice, social policy, quality assurance 

systems, human resources management, staff training and development, finance, home care and 

marketing. They have proved to be a very effective means of communication, networking and policy 

development. Forum members also share ideas, documents and templates via the shared resources 

pages of the NCF website. 

These NCF Forums meet regularly throughout the year:

• Finance

• Home Care

• Human Resources

• Marketing

• Practice

• Quality Assurance

• Small Care Providers
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Working in partnership

Partnership working has always been an important feature in the operation of the NCF. It is our 

view that through collaboration we can increase our influence. NCF was instrumental in the 

formation (and a founder-member) of the Care Provider Alliance which brings together the 12 

provider representative bodies within the adult social care sector. We participate in the twice yearly 

meetings and information exchange as a member of the 5 Nations Care Forum. We have important 

and effective working relationships with the Department of Health and other key government 

departments, Association of Directors of Social Services (ADASS) and the Local Government 

Association, the Care Quality Commission (CQC) and many other national bodies. NCF contributed 

to a joint submission with ADASS, representatives of consumers and care provider bodies as part of 

the Spending Review in September 2015.

Creating partnerships at a local level which involve all the relevant agencies is an important 

responsibility for local authorities - the earlier providers are involved in such initiatives the better. 

Social care has several boundaries – health, housing and education are the obvious ones. Although 

there are inevitably cultural and organisational differences, these should not be the cause of 

additional difficulties for people receiving services.

The Voluntary Organisations Disability Group and the National Care Forum were 

appointed as joint Strategic Partners by the Department of Health under the Third 

Sector Investment Programme in 2009. Working together we build on our national, 

regional and local networks to facilitate practical engagement and dialogue 

between commissioners and third sector providers. Our collaboration results from 

shared values to put third sector providers at the heart of service transformation 

and provide a valuable new communication channel between central policy makers 

and people delivering services on the ground. 

As part of our partnership with VODG and Sue Ryder we have published resources for members 

including a well-received toolkit for managing volunteers which was supported by Volunteering 

Matters.
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The National Care Forum 
wants to see:

• Greater public confidence in care and support services

• Person-centred (and relationship-centred), outcome-focused services

• Fair commissioning which engages providers and rewards quality

• Value-for-money public services

• Intelligent and robust regulation which supports continuous 
improvement

• Increased involvement by adult social care providers in preventative 
services

• Greater integration of social care with health and housing

• Recognition of investment and the creation of social capital and value 
by not-for-profit care providers

• A skilled and experienced, motivated and valued workforce that 
recognises and values each other’s contribution 

• Improved management development and routes to qualification

• A strong, vibrant and growing ‘quality’ not-for-profit sector

• A discerning and informed public able to differentiate between 
different types of providers and services 

• A positive image of social care in the media

October 2015
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