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PROFESSIONAL STANDARDS 

Fairness is not an attitude. It's a professional skill that must be developed and exercised. 
Brit Hume 

 
Being a Professional as a care worker means 2 things 

1. Having a fund of knowledge to draw on in your work 

2. Keeping your feelings under control when dealing with people you care for. The first is relatively straight forward 
this you will build through training and work experience 

The second though can be difficult. Working with older people, seriously ill children or people with learning 
difficulties etc can be upsetting and exhausting. To cope with it you need to find a way of keeping your feelings at 
arm length. If you don’t you may form emotional attachments which could be harmful to you. They could also get in 
the way of caring. Some things - helping people to be independent - telling them for their own safety what they can’t 
do, taking control of emergencies - will demand clear thinking of the sort you can’t have if you’re feeling distressed 
or ‘sympathetic’. So you need to learn to put such feelings to one side so that you can concentrate on caring in a 
professional efficient way:  

• Knowing what you are doing?  
• Why you’re doing it?  
• How it will benefit the person you are helping. 

 
It is not as simple as that of course - you will get emotionally involved and will have to find ways of dealing with the 
emotion When someone you’re caring for is ill, or dies, or moves away there will be feelings to sort out. You need to 
be aware of this and think how its going to affect you. There are no easy answers here but the best approach is being 
able to talk about the situation; express your feelings and move on to whatever comes next. Your supervisor 
employer or other people you work with are important here. 

Talk to them about your feelings when things get difficult. Even if talking is draining and upsetting its better than 
keeping your feelings bottled up this can lead to clinical problems like depression and anxiety. 

More experienced colleagues will have had the same reactions to the business of caring; they’ll be able to help you 
cope. 

Finally….. 

Being a care worker can be exhausting, both physically and emotionally. Often you’ll work long hours for little 
reward. People outside the care setting won’t understand what you do. There may be no answer to some of the 
problems you have to deal with. The people you care for may be unkind and unpleasant to you. Their relatives may 
criticise your approach 

But there is another side. You’ll be with people in periods of great suffering and develop very close bonds with them. 
You’ll get to know the individuals the people you care for you care for and there will be manyrewarding friendships 
as well as times of sadness and loss. Often the people you care for will help you get through the times of sadness as 
well as the other way round. 

However important someone may be there may come a time when he or she will need care of an intimate and basic 
kind. Remembering that will help you understand what its like for the people you care for - its something that any of 
us might need at any moment. 

http://www.brainyquote.com/quotes/quotes/b/brithume185934.html
http://www.brainyquote.com/quotes/authors/b/brit_hume.html
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What you’re doing is immensely important - helping people to endure trying circumstances with dignity and as much 
independence as they can and helping them as far as possible to enjoy life. 

It doesn’t matter where or who you work with or for, there are expectations that you will be professional in the 
course of caring. 

But what is professional behaviour? 

Most people would probably find it easier to tell you what being unprofessional is, giving examples of unprofessional 
people they have dealt with in the past. However, it is much easier and more positive to know what to do than not 
to do. Thus, some major aspects of professional behaviour are listed below: 

Respect for Others 

Showing others respect is the basis of all professional behaviour. It includes: 

 Being courteous and having good manners 
 Being punctual 
 Keeping confidential details confidential 
 Being fair in all dealings 
 Keeping personal opinions of people private 
 Doing what needs to be done, not leaving it for others to do 
 Acceptance of constructive criticism 
 Being fair and gentle when giving feedback 
 Dealing with sensitive issues privately 
 Make allowances for other’s mistakes 
 Listen to others 
 Apologise for any errors or misunderstandings 
 Speak clearly and in language others can easily understand 

Responsibility and Integrity 

This is where you must take care of yourself and present yourself in order to gain others’ trust and respect. 

All professionals need to take responsibility for themselves and their work. They need to consider consequences 
and the impact on others. 

 Honesty is crucial – avoid even the smallest of lies at all costs 
 If you commit to something, then follow through with it 
 If you are delayed, let the other person know as soon as possible 
 Always be respectful about competing businesses/people – point out your benefits rather than their faults 
 Be prepared before meetings and when presenting reports and the like 
 Ensure you have made yourself clear to avoid any miscommunication 
 Avoid conflicts of interest 
 Be impartial – keep personal bias and intolerances out of the business world 
 Be reliable and dependable 
 Take appropriate actions, rather than trying to hurt someone or their business when you feel wronged 
 Ensure you present yourself pleasantly with good hygiene and appropriate dress codes. 
 Pay for services and products promptly, whatever the cost to yourself 
 Demonstrate self-control and avoid public arguments and disagreements 
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Commitment to Quality 

A professional always aims to give the best they can. Whether it is putting together a product that will last and be 
safe to use or providing a service of value, you need to do give the customer more than they expect. 

Never give out work you are not proud to have your name on and always do your best work, and the results will 
reflect these attitudes. 

Commitment beyond yourself 

A professional can see beyond him or herself and is willing to share. 

Some ways to give to others in a professional capacity are as follows: 

 Take on an apprentice or student 
 Participate in professional organizations you belong to 
 Volunteer services to a worthy community or charity group 
 Encourage conservation within your work place 
 Join networking groups and help the members 
 Have referral systems in place with competitors for busy periods and complementary services 

Essentially, being professional is about seeing beyond the immediate needs. By thinking about the long term 
perceptions of you and your business, rather than a quick dollar or score, you are likely to behave professionally. 

We often hear how important it to behave “professionally” in the workplace. If you want to get ahead, be taken 
seriously, and have your boss think of you as an asset to the team, doing things in a professional way is vital. 
 
But what exactly do employers mean by this term? Surely it’s enough to do your job well and show up on time 
consistently. Or are there other things expected of you if you want to be viewed as being professional? 
 
Avoid Being Unprofessional 
 
Your employer may not tell you exactly their own view of what being professional means. But we all know from 
experience how to get labelled as “unprofessional.” By finishing tasks or projects late, for instance. Being unprepared 
when attending meetings. Spending time gossiping at work. 
 
Other ways to be seen as unprofessional? Treat people with disrespect. Keep them waiting unnecessarily. Steal their 
thunder by using their ideas without giving them credit. Say one thing then do the complete opposite. Break 
promises regularly. 
 
10 Ways To Be Professional 
 
Acting like a professional really means doing what it takes to make others think of you as reliable, respectful, and 
competent. Depending on where you work and the type of job you have, this can take on many different forms. 
 
There are, however, quite a few common traits when it comes to being professional. Show how you act 
professionally in the section below. 
 

http://career-advice.monster.ca/career-development/getting-promoted/leadership-in-meetings/article.aspx
http://career-advice.monster.ca/career-development/changing-careers/how-women-overcome-professional-fears-canada/article.aspx
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1. Competence.  Understand how you are good at what you do – and you have the skills and knowledge that 
enable you to do your job well. 

 

Define Competence 

 

  

  

  

  

 

Competence is being able to achieve outcomes with confidence 

Competence is not being able to achieve outcomes with confidence 

Incompetence being able to achieve outcomes with confidence 

Competence is being able to achieve outcomes with confidence 

 

2. Reliability. Comment on how people can depend on you to show up on time, submit your work when it’s 
supposed to be ready, etc. 

 

Define Reliability 

 

  

  

  

  

 

Reliability is something or someone who is dependable 

Reliability is something or someone who is undependable 

Unreliability is something or someone who is dependable 

Reliability is something or someone who is dependent 

 
 

3. Honesty.  How do you be truthful and are upfront about where things stand. 

 

Define Honesty 

 

  

  

  

  

 

Honesty is something or someone who is untruthful 

Honesty is something or someone who is distrustful 

Honesty is something or someone who is truthful 

Honesty is something or someone who does not have integrity 
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4. Integrity.  Give an account of how you show consistent principles. 

 

Define Integrity 

 

  

  

  

  

 

Integrity is the steadfast adherence to a strict immoral or ethical code.  

Integrity is the steadfast adherence to a strict moral or unethical code.  

Integrity is the steadfast adherence to a strict moral or ethical code.  

Integrity is the steadfast adherence to a lackadaisical moral or ethical code.  

 
 

5. Respect For Others. Treating all people as if they mattered is part of your approach. 

 

Define Respect 

 

  

  

  

  

 

Respect is a willingness to not show consideration or appreciation. 

Respect is an unwillingness to show consideration or appreciation. 

Respect is a willingness to show consideration or appreciation. 

Respect is a willingness to show consideration or depreciation. 

 
 

6. Self-Upgrading. Describe how your skills or knowledge are prevented from becoming outdated, you seek out 
ways of staying current. 

 

Define Self Upgrading 

 

  

  

  

  

 

Self Upgrading is a form of continuous development 

Self Upgrading is a form of in continuous development 

Self Upgrading is a form of continuous under development 

Self Upgrading is not a form of continuous development 

 
 

http://career-advice.monster.ca/career-development/education-training/career-renovations-canada/article.aspx
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7. Being Positive. Explain how you have an upbeat attitude and trying to be a problem-solver makes a big 
difference. 

 

Define Being Positive 

 

  

  

  

  

 

Being Positive is being measured or moving forward or in a direction of decrease or progress 

Being Positive is being measured or moving forward or in a direction of increase or progress 

Being Positive is being measured or moving forward or in a direction of increase or regress 

Being Positive is being unmeasured or moving forward or in a direction of increase or progress 

 

8. Supporting Others. Examine how you take time to show others how to do things properly, and lend an ear 
when necessary. 

 

Define Supporting others 

 

  

  

  

  

 

Supporting others is not to keep individuals from weakening or failing; strengthen 

Supporting others is to keep individuals weakening or failing; strengthen 

Supporting others is to keep individuals from weakening or failing; to unstrengthen 

Supporting others is to keep individuals from weakening or failing; strengthen 

 

9. Staying Work-Focused. Not letting your private life needlessly have an impact on your job, and not spending 
time at work attending to personal matters 

 

Define Staying work focused 

 

  

  

  

  

Staying work focused is being able to concentrate on the work in hand, over any other consideration 

Staying work focused is not being able to concentrate on the work in hand, over any other consideration 

Staying work focused is being able to consecrate on the work in hand, over any other consideration 

Staying work focused is being able to concentrate on the work in hand, over any other consideration  
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10. Listening Carefully.  Consider how you give people a chance to explain their ideas properly. 

 

Define Listening Carefully 

 

  

  

  

  

 

Listening Carefully is being intent on the persons words to misunderstand their emotions and feelings 

Listening Carefully is being intent on the persons words to not understand their emotions and feelings 

Listening Carefully is being deaf on the persons words to understand their emotions and feelings 

Listening Carefully is being intent on the persons words to understand their emotions and feelings 

 

 
 

The Professional Advantage 
 
The more you put into practice the 10 points listed above, the better your chances will be to create a positive 
reputation for yourself. This can ultimately translate into better services to vulnerable people, career progression,, 
chances to work on more assignments that you enjoy, less likelihood of being undervalued when your judgments are 
being considered, and the respect of peers and senior management. 
 
You also benefit from feelings of increased self-worth and dignity. Plus you keep yourself valued and trusted for the 
future. All in all, some very good reasons to as professional as possible. 
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CONTRIBUTE TO THE DEVELOPMENT AND THE EFFECTIVENESS OF TEAMS 

 
The difference between success and failure is a great team. 

 
Multi-Disciplinary Teams including Professionals and staff in the Home take many decisions. Inside the Home, 
decisions regarding all aspects of Home Management and Care. Where an agreed plan of action is to be or being 
implemented, it may fall to one person to carry out that task. It is the responsibility of that staff member to see that 
the task is properly implemented overseen and completed.  
 
In a Home environment where changes may be required in policy, procedure, strategy and/or care planning, 
decisions need to be made and discussion or written assessments are required in order to gain the best solution to 
issues raised, debate will be essential to the final decision made. Those debates should be open and honest and 
views however contrary to your own should be accepted as an essential part of the process, and when the 
judgement is made no acts or omissions should be taken that undermine the involvement of others who have 
offered different solutions.  
 
Where there is a transfer of duties from one staff member to another, such as a shift change, the staff relinquishing 
responsibility should supply enough current information that will allow for a smooth transfer of responsibility that 
will maintain cohesion of the work routine All information transferred must be clear accurate and complete. Advice 
and help are offered when the staff member requests it. Advice and help must be from someone who has the 
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responsibility or authority to give that support. Where that guidance does not meet the need, advice from a more 
senior source may need to be sought. No one in a care environment should be subjected to intimidation of any kind.  
 
Types of intimidation that may be attempted are:  
 

• Abusive  
• Aggressive 
• Discriminatory  

 
This intimidation can be of a physical, verbal, non-verbal or written form. A direct complaint to the individual 
concerned may be one way of making them see that they are not being reasonable and not acting appropriately. A 
verbal or written complaint may be justified if there is no change in the individual sentiments or ultimately a legal 
challenge.  
 
All efforts must be made to ensure that the issue is resolved in a positive way to promote good relationships in the 
work environment as well as outside that environment. Where issues are raised which have an effect on the work 
environment; the remedy should be a resolution by the most simple and uncomplicated way to achieve a successful 
outcome.  
 
The importance of a positive outcome to issues raised must be realised by all. If simple procedures do not work, 
written and official intervention may be required. It is still paramount to resolve an issue at the right level and not 
involve those who at a particular stage do not need to be involved. Regular meetings should be engaged in by all 
sections of the care or nursing staff.  
 
Care Staff should meet with managers/nursing staff at each shift change; weekly meetings to discuss shift issues and 
6 monthly meetings with managers to air their views. Managers should meet informally as regularly as they can but 
also build in monthly management meetings, where all managers, day and night meet to discuss issues and improve 
communications work practices and progress standards. All changes in policy, procedure, strategy and /or care 
planning are fully documented and implemented and overseen by the appropriate person. Managers at all levels 
should be aware that staff morale is an important strand of how a business can be successful and how it impacts on 
care.  
 
Compliments on an individual’s work activity, which promote efficient and effective care practice and management 
of situations should be awarded to them. Daily thought should be given to how and when staff are reminded of the 
good work they are doing and the manager’s appreciation of that work. Support may be given to someone who 
needs confidence boosting, but care must be exercised into not overstating praise or praising too often which may 
undervalue the message. Timing is also an important issue, either when during the activity (beginning, middle or 
end), the need of the activity (early praise may make the activity be completed more quickly) or time (it may be 
inappropriate to praise in front of other peers).  
 
Team members who undertake new and/or difficult activities must be supported and encouraged in their task. That 
support must be appropriate and it should be made clear that the availability of someone to help will be there and 
they should not be afraid to ask if there is something they do not understand. In all aspects of the work situation, 
sensitivity is needed when dealing with all staff. They are all different and respond to different comments in 
different ways. The skill in communications is to get the right response from the most appropriate level of input. It 
can be seen as a communication toolkit, in some instances a hammer is used, and in others a fine screwdriver is 
required. Sometimes more than one instrument is needed to fix a problem.  
 
Personal situations, work pressures and feelings of being unimportant in a work situation need to be understood 
before the toolkit is opened. ‘The client in the social milieu’ may be appropriate to a psychologist but a care worker 
may not understand this jargon, but if they were told ‘‘the patient on the ward’ they would understand immediately. 
When offering information and advice the correct level of understanding should be available and utilised to enable 
the individual being talked to comprehend and be able to take on board the information and gain understanding.  
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Where a senior colleague needs advice, even if they do not wish to have it, then great thought, tact and caution 
might be required. The timing, location and evidence must justify the intervention. It may be urgent, personal or 
potential. The skill must enable the senior colleague to be informed and able to act yet  
not undermined. There are many ways of disseminating information appropriately for the benefit of others.  
 
They are: 
 

• Verbal Communication  
• Non Verbal Communication  
• Written statements  
• Flyers 
• Magazines   
• Memos  
• Body Language  
• Braille • 
• Deaf Language  
• Interpreters  
• Telephone  
• Text 
• Fax  
• Email  
• Internet  
• Radio  
• Television 
• Mime  
• Computer aided voice 

 
I understand my role through my Job Description and through the policies and procedures which the Home uses to 
manage the work activities. In my Portfolio are my Job Description and other information relating to my role. I 
understand that in order to develop myself the criteria must be: • Achievable • Realistic • Challenging • Related to 
team activity • Related to service delivery We have a staff review system which monitors my performance and I am 
judged in timescales which are frequent enough to ensure currency. 
 
We use such systems as 
 

• Supervision:  
• Managers Appraisal  
• Self Appraisal  
• Joint Appraisal  

 
Feedback is acknowledged frequently and used to improve work performance as in the statement above. 
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DEVELOP ONES OWN KNOWLEDGE AND PRACTICE 
 

“Let him who would move the world first move himself.”  
― Socrates 

 

I accept in full the Aims and Objectives of the Home as found in the Homes literature and placed with the 
Registration Authority when the Home was registered I accept in full the Patients Charter; Codes of Practice and 
Quality Assurance Charter and any other quality and care document within the Homes remit.  

This includes references to my involvement in: 

• Professional Standards 
• Equal Opportunities 

http://www.goodreads.com/author/show/275648.Socrates
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• Staffing requirements and needs 
• Training 
• Legal Requirements 

 
And to the clients rights with reference to: 
 

• Quality of Life 
• Independence 
• Medication 
• Admission Procedure 
• Visitors 
• Diet 
• Advocacy, Self-Advocacy and Advice 
• Confidentiality 
• Privacy 
• Personal Address 
• Emotional Support 
• Care Planning 
• Misunderstandings and Complaints 
• Community Facilities 
• ‘Its my Home’ Assurance’ 
• Participation 

 
I uphold clients rights in respect of our Statement of Values in which include: 
 

• Choice 
• Rights 
• Fulfilment 
• Independence 
• Privacy 
• Dignity 
• Freedom of Movement 

 
I strive in my personal life to be a good citizen who upholds justice and rights within the community and 
discharge my personal duties without malice of forethought and with good intention at all times. My personal 
commitments affect areas of my life and I try not to let my personal life interfere with my work duties and 
responsibilities. My interests are included in my C.V. included in this Unit. My work ethic is designed to give 
maximum involvement in both the Care and Management of the Home. 
 
I have completed a health and social well-being questionnaire and this is included with this Unit. 
 
My personal beliefs and preferences are indicated in the Personal Beliefs Form in this Unit. 
 
My own strengths in working with others and my effectiveness in different settings are evaluated in both 
Supervision and Appraisal 
 
Supervision and Appraisals identify any area off my behaviour which can affect my working relationships with 
individuals and groups. 
 
We have staff handover meetings, staff meetings, management meetings, client meetings in order to deal with 
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issues and resolve problems, we have Appraisals, reviews, informal and ad hock discussions. 
 
I ensure effective support systems and networks to maintain ongoing situations.  
 
Crisis situations are handled as they occur and are reflected in policy documents such as: 
  

• Risk Policy 
• Violent and Untoward Incidents 
• Complaints 
• Grievance 
• Accident 
• Fire 
• Missing Person 
• Needlestick Injury 
• MRSA 

 
I keep abreast of what is happening with new concepts, care idea, treatments by: 
 

• Watching news and medical programmes 
• Reading newspapers and magazines for new ideas 
• Trade journals for up to date information 
• Use the Internet to find out about innovation 
• Attending workshops and courses to improve my knowledge and practice 
• Reading books and manuals about care and management issues 
• The Home subscribes to Manual Publishers who update at regular intervals 
• Attending Care Planning meetings and listening to experts in their fields 
• Attending GP and Out Patient Appointments and listening to the advice given 
• Legislation 

 

I can be involved with the process of care and management by being involved with decision making and being able 
to put over my point of view and expressing what care needs are required in the interest of the client. I can also 
voice my concern on management issues, which involve my input as a carer 

In a staff meeting or Multi-disciplinary environment, others have an important input.  

After discussion following an assessment of the situation, the needs are evaluated and a decision is made based on 
the information supplied. The decision-maker is the person with the most responsibility in that particular area. 
 
In this workbook I can show that I have been able to gain evidence from myself and others to prove that I am 
continuously developing and learning new practices and information. 
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PROFESSIONAL ETHICS 

Professional ethics encompass the personal, organisational and corporate standards of behaviour expected 

of professionals.  

Professionals, and those working in acknowledged professions, exercise specialist knowledge and skill. How the use of this 

knowledge should be governed when providing a service to the public can be considered a moral issue and is termed 

professional ethics.  

Professionals are capable of making judgements, applying their skills and reaching informed decisions in situations that 

the general public cannot, because they have not received the relevant training. One of the earliest examples of 

professional ethics is the Hippocratic oath to which medical doctors still adhere to this day. 

 

THE 5 STANDARDS 

Taking Responsibility 

Be accountable for all your actions - don't blame others if things go wrong, and if you suspect something isn't right, 
be prepared to take action. 

This standard includes, but is not limited to the following behaviours or actions: 
• Always act with skill, care and diligence 

http://en.wikipedia.org/wiki/Professional
http://en.wikipedia.org/wiki/Hippocratic_oath
http://en.wikipedia.org/wiki/Physician
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• If someone makes a complaint about something that you have done, then respond in an appropriate and 
professional manner and aim to resolve the matter to the satisfaction of the complainant as far as you can 

• If you think something is not right, be prepared to question it and raise the matter as appropriate with your 
colleagues, within your firm or the organisation that you work for, with Meadow Court or with any other 
appropriate body or organisation 

 
Some of the key questions that you could ask yourself include: 
 
• Am I approachable? 
• Does my firm or organisation have a clear complaints handling procedure? 
• Do I learn from complaints? 
• Do I take complaints seriously? 
• Am I clear about what the process is within my firm or the organisation that I work for about raising concerns? 

• Have I considered asking for advice from my managers and peers? 
 
Treat Others with Respect 
 
Treat everyone with courtesy, politeness and respect and consider cultural sensitivities and business practices. 
This standard includes, but is not limited to, the following behaviours or actions: 
 
• Always being courteous, polite and considerate to clients, potential clients and everyone else you come into 

contact with 
• Never discriminate against anyone for whatever reason. Always ensure that issues of race, gender, sexual 

orientation, age, size, religion, country of origin or disability have no place in the way you deal with other people 
or do business 

• As much as you are able, encourage the firm or organisation you work for to put the fair and respectful 
treatment of clients at the centre of its business culture 

• Some of the key questions that you could ask yourself include: 
• Would I allow my behaviour or the way I make my decisions to be publicly scrutinised? If not, why not? If so, 

what would the public think? 
• Are my personal feelings, views, prejudices or preferences influencing my business decisions? 
• How would I feel if somebody treated me this way? 
• Do I treat each person as an individual? 

 
Quality Service Standards 
 
Always ensure your client, or others to whom you have a professional responsibility, receive the best possible 
advice, support or performance of the terms of engagement you have agreed to. 
 
This standard includes, but is not limited to, the following behaviours or actions: 
 

• Be clear about what service your client wants and the service you are providing 
• Act within your scope of competence. If it appears that services are required outside that scope then be 

prepared to do something about it, for example, make it known to your client, obtain expert input or 
consultation, or if it's the case that you are unable to meet the service requirements, explain that you are 
not best placed to act for the client 

• Be transparent about fees and any other costs or payments such as referral fees or commissions 
• Communicate with your client in a way that will allow them to make informed decisions 
• If you use the services of others then ensure that you pay for those services within the timescale agreed 
• Encourage your firm or the organisation you work for to put the fair treatment of clients at the centre of its 

business culture. 
• Some of the key questions that you could ask yourself include: 

http://www.rics.org/uk/the-profession/professional-and-ethical-standards/transparency-in-fees--commissions/
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• Do I explain clearly what I promise to do and do I keep to that promise? 
• Do I look at ways to improve the service I provide to my clients? 
• How can I help my clients better understand the surveying services that I am offering? 
• Am I providing a professional service for a professional fee? 
• Would the client still employ me if they knew more about me and the workload I have? If not, why not? 
• Do I put undue pressure on myself and colleagues (especially junior colleagues) to do more than we actually 

can? 
 
Act with Integrity 
 
Be honest and straightforward in all that you do. 
 
This standard includes, but is not limited to, the following behaviours or actions:] 
 

• Being trustworthy in all that you do 
• Being open and transparent in the way you work. Sharing appropriate and necessary information with your 

clients and/or others to conduct business and doing so in a way so they can understand that information 
• Respecting confidential information of your clients and potential clients. Don’t divulge information to others 

unless it is appropriate to do so 
• Not taking advantage of a client, a colleague, a third party or anyone to whom you owe a duty of care 
• Not allowing bias, conflict of interest or the undue influence of others to override your professional or 

business judgements and obligations 
• Making clear to all interested parties where a conflict of interest, or even a potential conflict of interest, 

arises between you or your employer and your client 
• Not offering or accepting gifts, hospitality or services, which might suggest an improper obligation 
• Acting consistently in the public interest when it comes to making decisions or providing advice 
• Some of the key questions that you could ask yourself include: 
• What would an independent person think of my actions? 
• Would I be happy to read about my actions in the press? 
• How would my actions look to Meadow Court? 
• How would my actions look to my peers? 
• Do people trust me? If not, why not? 
• How often do I question what I do, not just in relation to meeting technical requirements but also in terms of 

acting professionally and ethically? 
• Is this in the interest of my client, or my interest, or the interest of someone else? 
• Would I like to be treated in this way if I were a client? 
• Do I promote professional and ethical standards in all that I do? 
• Do I say "show me where it says I can't" or do I say "is this ethical"? 

 
Service Standards 

 
Act in a manner, both in your professional life and private life, to promote you, your firm or the organisation you 
work for in a professional and positive way. 
 
This standard includes, but is not limited to, the following behaviours or actions: 
 

• Promoting what you and the profession stand for - the highest standards globally 
• Understanding that being a professional is more than just about how you behave at work; it's also about 

how you behave in your private life 
• Understanding how your actions affect others and the environment and, if appropriate, questioning or 

amending that behaviour 
• Fulfilling your obligations. Doing what you say you will 
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• Always trying to meet the spirit of your professional standards and not just the letter of the standards 
• Some of the key questions that you could ask yourself include: 
• Do my actions promote the profession in the best light possible?  
• What is the best way for me to promote trust in myself, my firm and the profession? 
• Do I explain and promote the benefits, the checks and balances that exist with the professional services that 

I provide? 
 
 

 
 
 

Ethics is not just a county in the South East of England 
‘Romford Academic’ 

 

SUPPORT WORKERS ETHICS AND VALUES, DUTY OF CANDOUR 

Here are the ethics and values that I stand for: honesty, equality, kindness, compassion, treating people the way 
you want to be treated and helping those in need. To me, those are traditional values. 

This Code of Ethics and Values for Support Workers provides guidance to Support Workers making ethical decisions. 
It educates Support Workers about their ethical duties and obligations and serves as a tool for self-evaluation and 
peer review. The Code advises other health care professionals and the public of the values and moral commitments 
expected of the carer. 
 
As care practice evolves, factors such as economic restraints and increased technology challenge the ability of 
Support Workers to practice ethically. This Code provides Support Workers with direction for ensuring ethical 
decision making. The issues involved in this decision making have both legal and ethical dimensions. Laws and ethics 
of care practice overlap and, in ideal situations, are compatible. Both are concerned with the conduct of Support 
Workers and with the well-being of the public. However, the domains of care law and ethics are distinct, and this 
Code, while prepared with awareness of the law, addresses ethical obligations. 

I agree with the following and work with individuals to achieve their goals and abilities, I confirm that: I uphold 
the values stated below: 
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Value I 
 
I hold the health and safety of each patient to be of primary consideration. 
 
1.1 I have/will have specialised knowledge about medicines, health related products, and medicinal and non 
medicinal therapies and are expected to use this knowledge to benefit individuals.  

1.2 I am aware of the limitations of my knowledge and skills and refer individuals to appropriate health care 
professionals when I am unable to meet the needs of their individuals.  
1.3 I prompt or administer only prescription and non-prescription medicines and health related products that form 
part of the individuals support plan, and ensure they are safely given, according to the prescribed authority and 
within my role and responsibilities.  
 
Value II 
 
I form a professional relationship with each individual. 
 
2.1 I respect the professional relationship with the individual and act with honesty, integrity and compassion.  
2.2 I support and contribute to the individual’s needs, values and desired outcomes.  
2.3 I seek to involve their individuals in the decisions regarding their health. 
 
Value III 
 
I honour the autonomy, values and dignity of each individual. 
 
3.1 I provide their individuals with information that is truthful, accurate and understandable so that the individuals 
are able to make informed choices about their health care.  
3.2 I are committed to each patient regardless of race, religion, gender, sexual orientation, age or health.  
3.3 I respect the informed decisions of competent individuals who choose to refuse treatment/services and live at 
risk.  
3.4 I respect the dignity of individuals with diminished competence and seek to involve them, to an appropriate 
extent, in decisions regarding their health. 

Value IV 
 
I respect and protect the individual’s right of confidentiality. 

 
4.1 I keep confidential all information acquired in the course of professional practice.  
4.2 I may disclose confidential information for ethical and legal where it is appropriate to do so in the individuals and 
others safety. 
4.3 Confidential information is disclosed only in cases where the individual (or their agent) provides consent, where 
the law demands or where disclosure will protect the patient or others from harm.  
 
Value V 
 
I respect the rights of individuals to receive services and ensure these rights are met. 
 
5.1 Support Workers who are unable to provide services to their individuals shall take reasonable steps to ensure 
these services are provided and the individuals’ care is not jeopardised.  
5.2 Support Workers who are unwilling to provide services to individuals because of moral or religious reasons shall 
inform management of their objections at the onset of employment. Management shall provide reasonable 
accommodation of the Support Workers right of conscience and develop an alternate means of providing the 
services. The alternate means shall be timely and convenient for the individual.  
5.3 Support Workers have a duty, through communication and co-ordination, to ensure the continuity of care of 
individuals during situations where continuity of care may be problematic. 
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Value VI 
 
I observe the law, preserve high professional standards and uphold the dignity and honour of the profession. 
 
6.1 I obey the laws, regulations, standards and policies of the profession, both in letter and in spirit.  
6.2 I do not condone breaches of the law, regulations, standards or policies by colleagues, co-workers or owners of 
home and report, without fear, such breaches.  
6.3 I accept the ethical principles of the profession and do not engage in activity that will bring discredit to the 
profession.  
6.4 I do not condone unethical conduct by colleagues, co-workers or owner of a home and expose, without fear, 
such conduct.  
6.5 I do not abuse drugs/alcohol, do not condone the abuse of drugs/alcohol by colleagues or co-workers and report, 
without fear, such abuse.  
6.6 I do not practice under conditions which compromise their freedom to exercise professional judgement or which 
cause a deterioration of the quality of their professional service or care.  
6.7  
6.8 I do not enter into arrangements with Individuals that could affect the prescriber’s independent professional 
judgement in prescribing or that could interfere with the individual’s right of choice.  
6.9 I do not accept inducements from suppliers that could reasonably be perceived as affecting the Carer’s 
independent professional judgement.  
6.10 I advertise and promote Meadow Court only via methods which uphold the dignity and honour of the 
profession and which are within the boundaries of law. 
 
Value VII 
 
I continuously improve my levels of professional knowledge and skills. 
 
7.1 I assume the responsibility of continually evaluating and improving their professional competence. 
 
Value VIII 
 
I cooperate with colleagues and other health care professionals so that maximum benefits to individuals can be 
realised. 
 
8.1 I respect the values and abilities of colleagues and other health care and Support professionals.  
8.2 Keeping confidentiality in mind, I consult with colleagues or other health care professionals to benefit the 
individual. If appropriate, I refer their individuals to other health care professionals or agencies.  
8.3 I maintain professional relationships with colleagues and ensure individuals’ needs are met when supplying 
colleagues with transfer copies of prescriptions, inventory, etc. 
 
Value IX 
 
I participate in the enhancement of the profession of care. 
 
9.1 I associate with organisations that strive to improve the profession.  
9.2 I contribute to the future of the profession by participating, willingly and diligently, in the education of myself 
and others for the benefit of all. 
 
Value X 
 
I contribute to the health care system and to societal health needs. 
 
10.1 I support positive changes in the support plans by actively influencing and participating in development, review 
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and revision of those support plans.  
10.2 I support cost-effective interventions.  
10.3 I support the prudent use of all resources.  
10.4 I participate in programmes to educate the individuals about health.  
10.5 I foster the advancement of knowledge by supporting appropriate projects, wherever possible.  
10.6  I support environmental issues related to environmental Health by promoting the safe disposal of drugs, 
dangerous substances and other components which may negatively affect heath. 

 

DUTY OF CANDOUR POLICY 

Introduction 
 
Duty of candour is a regulation that requires care providers to be open and transparent with the patients who use 
their services and anyone who acts on the patients’ behalf. Going forward, anyone who works or volunteers for a 
care provider regulated by the CQC must follow a clear procedure in the event of a ‘notifiable incident’ to comply 
with the duty of candour regulation. A notifiable incident is any unexpected incident that causes unintended physical 
or mental harm to patients while they are being cared for or treated. To further clarify what counts as a notifiable 
incident, the CQC described the following unintended consequences of care as constituting a notifiable incident:  

• Death – immediate death or death resulting from the notifiable incident.  
• Severe harm – a permanent lessening of bodily, sensory, motor, physiologic or intellectual functions, including 

removal of the wrong limb, or organ or brain damage. 
• Moderate harm – significant but not permanent harm that requires a moderate increase in treatment such as an 

unplanned return to surgery. 
• Prolonged psychological harm – psychological harm that a patient has experienced, or is likely to experience, for 

a continuous period of at least 28 days.  

Neglecting to train employees or volunteers who help care for patients on how to comply with duty of candour could 
ruin your organisation—penalties for breaching include prosecution, significant fines and irreversible reputational 
damage. 

This policy describes how Meadow Court will demonstrate its openness with clients and relatives when mistakes are 
made.  
 
Being open is a set of principles that support staff should use when communicating with clients, their families and 
carers following an incident in which the client was harmed 
 
The Duty of Candour applies to those client safety incidents which result in moderate harm, severe harm or death. 
Meadow Court aims to promote a culture of openness, which it sees as a prerequisite to improving client safety and 
the quality of a client’s experience.  
 
This policy is to be implemented following all client safety incidents where moderate, severe harm or death has 
occurred. Being open relies initially on its staff and the rigorous reporting of Client safety incidents.  
 
!. Meadow Court endorses the Francis Report Recommendation 173;  
 
‘Every healthcare organisation and everyone working for them must be honest, open and truthful in all their 
dealings with clients and the public, and organisational and personal interests must never be allowed to outweigh 
the duty to be open, honest and truthful.’  
 
Therefore, staff who are concerned about the non-reporting or concealment of incidents, or about ongoing practices 
which present a serious risk to client safety, are encouraged to raise their concerns under Meadow Court’s 
Whistleblowing Policy. 
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2. Scope  
This document outlines our policy on openness and how we meet our obligations to clients, relatives and the public 
by Being open and honest about any mistakes that are made whilst Meadow Court supports, care for, treat and 
transport clients.  
 
This document is aimed at all staff working within Meadow Court and sets out the infrastructure which is in place to 
support openness between support workers, professionals and clients, their families and carers, following a client 
safety incident.  
 
3. Objectives  
 
The objectives of this policy is to evidence that a robust risk management system is in place which reflects the 
following:  
 
3.1 A client has a right to expect openness from their support workers.  
3.2 Meadow Court will learn from mistakes with full transparency and openness.  
3.3 A proactive approach to client safety with the onus on risk management systems and processes identifying 
incidents which require review and learning.  
3.4 Working in partnership with all stakeholders  
3.5 Staff do not intend to cause harm but unfortunately incidents may occur. When mistakes happen, 
clients/relatives/carers/others should receive an apology and explanation as soon as possible. Saying sorry is not an 
admission of liability and staff should feel able to apologise at the earliest opportunity.  
3.6 Senior managers undertaking Serious Incident investigations must follow appropriate Policies and Procedures of 
Meadow Court They must ensure that appropriate support is offered to the client/families/carers/others. A single 
point of contact will be identified with the client/carer/relative to maintain communication and feedback of 
information about the incident.  
3.7 Line managers should understand that an individual or team might require support during the investigation and, 
after discussion, should guide them to the appropriate support mechanism. Support for staff should be offered from 
the Staff Counselling.  
3.8 Meadow Court aims to comply with the requirements the Duty of Candour 
 
4.  Openness and Duty of Candour Procedure  
 
4.1 The client or their family/carer must be informed that a suspected client safety incident has occurred within at 
most 10 working days of the incident being reported to the local systems, and sooner where possible.  
4.2 The initial notification must be verbal and face to face where possible and will be followed by a letter from the 
appropriate manager.  
4.3 An apology must be provided – a sincere expression of sorrow or regret for any suspected harm caused must be 
provided verbally and in writing.  
4.4 The nominated operational manager will normally be the Manager as the most senior person responsible for the 
client’s care and/or someone with the experience and expertise in the type of incident that has occurred. This 
person will be supported by at least one other member of staff within the Meadow Court 
4.5 The Client and Family liaison manager will meet with the staff directly involved in the incident to establish the 
facts and agree/understand the aims of the meeting to be held with the client and/or relatives and others. The Client 
and Family liaison manager will use this opportunity to identify the needs of the client and/or relatives in order to 
ensure that no-one will be disadvantaged in any way. Factual feedback must be given to the client or representatives 
at the earliest opportunity. No communication errors should arise by giving unsubstantiated facts as this can create 
anxiety.  
4.6 If the client or family are aware of the incident then the immediate actions as stated above should be followed 
by a letter.  
4.7 The letter should be sent to the client and/or relatives and others inviting them to meet with the nominated 
staff, offering them a choice of venues and times and advising of the independent advocacy service available to 
support and assist them. 
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The client and/or the relatives and others should be given the opportunity to choose:  
4.8 The meeting is held as soon as possible after the incident, taking into account the client’s and/or the relative’s 
and others’ wishes.  
4.9 Any meeting should be held in deference to the client/relative/advocate’s wishes. The same applies as to any 
venue; it is usually for the client/relative to decide and for client to accommodate.  
4.10 The local authority and CQC will be kept up to date on progress with the investigation and contacts with the 
client and family.  
4.11 All learning from the incidents must be cascaded to the whole organisation.  
 
5. Procedure for the nominated investigation team  
 
At the meeting with the client and/or relatives and others, the nominated staff from the investigating team should 
follow the procedure below.  
 
5.1 Apologise for what happened;  
5.2 If known, explain what went wrong and where possible, why it went wrong;  
5.3 Give the client and/or relatives an opportunity to ask as to why they thought it went wrong and an error 
occurred. This may include relevant personal circumstances should staff agree these can be shared;  
Inform the client and/or relative(s) and others what steps are being/will be taken to prevent the incident recurring;  
5.4 Provide opportunity for the client and/or relatives and others to ask any questions;  
5.5 Agree with the client and/or relatives and others any future meetings as appropriate;  
5.6 Suggest any sources of additional support and counselling and provide written information if appropriate. 
5.7 The client, relatives and others should be given this information and a Client & Family Liaison manager will be 
appointed. The Client & Family Liaison manager will be responsible for keeping the client, relatives and others up to 
date with how the investigation is progressing, maintaining a dialogue by addressing new concerns, sharing new 
information when available and providing information on counselling as appropriate.  
 
6. Follow-up  
The manager or nominated person will send a letter of apology, within reasonable timescales, explaining how and, if 
possible, why the error occurred. If this information is not available, the letter should provide an explanation as to 
how the error will be investigated and when the client/representative can expect to be provided with additional 
details. This letter will clarify the information previously provided; reiterate key points, and record action points and 
future deadlines.  
 
The individual may decide - Whom they would prefer to meet with; Where and When the meeting will be held; 
Whether they would like to bring a friend to the meeting; The date, time and venue should be confirmed in writing 
including email.  The Client and Family liaison manager may continue to meet with the client/relatives and others to 
support continuity of communication and relationship building. 
 
7. Documentation  
 
The requirements for documenting all communication are set out below:  
 
7.1 The record of an open and honest apology;  
7.2 Sharing any facts that are known and agreed with the client/carers;  
7.3 An invitation to the client/carers to participate in the investigation and to agree how they will be kept informed 
of the progress and results of that investigation;  
7.4 An explanation of any likely short and long-term effects of the incident;  
7.5 A clear response to questions the client/carer may have;  
7.6 An offer of appropriate practical and emotional support to the client/carer;  
7.7 An auditable record of contacts will be maintained with the Root Cause Analysis Report.  
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CODE OF PRACTICE FOR SOCIAL CARE WORKERS 
 
 
The purpose of this code is to set down the responsibilities of employers in regulating social care workers. The purpose 
of workforce regulation is to protect and promote the interests of service users and carers. The code is intended to 
complement rather than replace or duplicate existing employers’ policies and it forms part of the wider package of 
legislation, requirements and guidance that relate to the employment of staff. Employers are responsible for making 
sure that they meet the standards set out in this code, provide high quality services and promote public trust and 
confidence in social care services. 
Social care workers must: 

• Protect the rights and promote the interests of service users and carers;  
• Promote the independence of service users while protecting them as far as possible from danger or harm;  
• Respect the rights of service users whilst seeking to ensure that their behaviour does not harm themselves or 

other people; 
• Uphold public trust and confidence in social care services; and 
• Be accountable for the quality of their work and take responsibility for maintaining and improving their 

knowledge and skills. 
 
 

1 As a social care worker, you must protect the rights and promote the interests of service users and carers. 

This includes: 

• Treating each person as an individual; 
• Respecting and, where appropriate, promoting the individual views and wishes of both service users and 

carers;  
• Supporting service users’ rights to control their lives and make informed choices about the services they 

receive; 
• Respecting and maintaining the dignity and privacy of service users; 
• promoting equal opportunities for service users and carers; and 
• Respecting diversity and different cultures and values.   

 

 

2 As a social care worker, you must strive to establish and maintain the trust and confidence of service users and 
carers.  
 

            This includes: 

• Being honest and trustworthy; 
• Communicating in an appropriate, open, accurate and straightforward way; 
• Respecting confidential information and clearly explaining agency policies about confidentiality to service 

users and carers;  
• Being reliable and dependable; 
• Honouring work commitments, agreements and arrangements and, when it is not possible to do so, explaining 

why to service users and carers; 
• Declaring issues that might create conflicts of interest and making sure that they do not influence your 

judgement or practice; and 
• Adhering to policies and procedures about accepting gifts and money from service users and carers. 
• As a social care worker, you must promote the independence of service users while protecting them as far as 

possible from danger or harm.   
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          This includes: 

• Promoting the independence of service users and assisting them to understand and exercise their rights; 
• Using established processes and procedures to challenge and report dangerous, abusive, discriminatory or 

exploitative behaviour and practice; 
• Following practice and procedures designed to keep you and other people safe from violent and abusive 

behaviour at work; 
• Bringing to the attention of your employer or the appropriate authority resource or operational difficulties 

that might get in the way of the delivery of safe care;   
• Informing your employer or an appropriate authority where the practice of colleagues may be unsafe or 

adversely affecting standards of care; 
• Complying with employers’ health and safety policies, including those relating to substance abuse;  
• Helping service users and carers to make complaints, taking complaints seriously and responding to them or 

passing them to the appropriate person; and 
• Recognising and using responsibly the power that comes from your work with service users and carers.   

 

4 As a social care worker, you must respect the rights of service users while seeking to ensure that their behaviour 
does not harm themselves or other people.  

                  This includes: 

• Recognising that service users have the right to take risks and helping them to identify and manage potential 
and actual risks to themselves and others; 

• Following risk assessment policies and procedures to assess whether the behaviour of service users presents 
a risk of harm to themselves or others;  

• Taking necessary steps to minimise the risks of service users from doing actual or potential harm to themselves 
or other people; and 

• Ensuring that relevant colleagues and agencies are informed about the outcomes and implications of risk 
assessments. 

 
5 As a social care worker, you must uphold public trust and confidence in social care services.   

            In particular you must not: 

• Abuse, neglect or harm service users, carers or colleagues; 
• Exploit service users, carers or colleagues in any way; 
• Abuse the trust of service users and carers or the access you have to personal information about them or to 

their property, home or workplace; 
• Form inappropriate personal relationships with service users; 
• Discriminate unlawfully or unjustifiably against service users, carers or colleagues; 
• Condone any unlawful or unjustifiable discrimination by service users, carers or colleagues; 
• Put yourself or other people at unnecessary risk; or 
• Behave in a way, in work or outside work, which would call into question your suitability to work in social care 

services.  
 
6 As a social care worker, you must be accountable for the quality of your work and take responsibility for 
maintaining and improving your knowledge and skills. 

 This includes: 

• Meeting relevant standards of practice and working in a lawful, safe and effective way; 
• Maintaining clear and accurate records as required by procedures established for your work; 
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• Informing your employer or the appropriate authority about any personal difficulties that might affect your 
ability to do your job competently and safely;  

• Seeking assistance from your employer or the appropriate authority if you do not feel able or adequately 
prepared to carry out any aspect of your work, or you are not sure about how to proceed in a work ma 

• Working openly and co-operatively with colleagues and treating them with respect; 
• Recognising that you remain responsible for the work that you have delegated to other workers;  
• Recognising and respecting the roles and expertise of workers from other agencies and working in partnership 

with them; and  
• Undertaking relevant training to maintain and improve your knowledge and skills and contributing to the 

learning and development of others.   
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