Case Study

The PASSsystem in a Domiciliary Environment
Focus on Enable Health
We talked with Owner/Manager
Katy Trueman about choosing and
implementing the PASSsystem at
Enable Health Ltd, which the CQC has
recently lifted out of “Special Measures”
to “Good Overall”
CHOOSING PASS
Enable Health is based in the
Oxford area. The CQC has recently
moved them out of “Special
Measures” to “Good Overall”.

What made you choose the PASSsystem over
other digital care management platforms?
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Well, we had a very bad inspection by CQC.
We were rated “Inadequate” and put in special
measures. The implications of that rating meant that
we weren’t allowed to take on any more work.
We had a lot of consultancy. We were looking hard
at the business because we really wanted to make
sure it was safe and that it worked properly.
PASS was recommended to us by a consultant who
had seen it in other businesses. She said, “I think
you should look at that.” That was when we started
researching the PASSsystem. To be honest with you,
I thought it would be really expensive. We thought,
“It’s going to be big bucks and we’re not going to
be able to afford it. We’re only a small company.” I
was quite surprised at the cost of it when I enquired.
Then I just thought, “Can we afford not to get it?”
That affordability was really persuasive.

We didn’t really even compare because our
consultant had recommended PASS so highly, and
we were just firefighting every day so just didn’t
have time. We needed results and fast!

Our inspector was
impressed by our
progress, because they
were basically looking to
deregister us. It was that
serious! It’s quite rare that
you turn it around once it’s
heading in that direction
THE REGULATOR
How was your latest CQC inspection?
We just had an inspection in January, and we
managed to turn the business right around; we’ve
taken a really big stride. We went from “Special
Measures” and “Inadequate” to “Good” in all areas
and “Good Overall”. It’s quite a relief, I can tell you!
Do you feel that the PASSsystem was a
contributing factor to your improvement?
Our inspector was impressed by our progress,
because they were basically looking to deregister
us. It was that serious! It’s quite rare that you turn
it around once it’s heading in that direction. He
was very impressed and quite surprised that we’d
succeeded, but he could see all the hard work that
we’d put in. And our auditing process was so much
easier for him too: rather than going in and out of
folders and files, he could just click to check and see
the last time someone got assessed or the last time
something’s been updated. That was really good for
him to be able to just log in and see that so easily.

And now, we are going for “Outstanding” next!
From my CQC inspection days, I’ve learned the “And
then what?” question, because to be “Good” in all
areas, you need to ask, “And then what?” So you’ve
done the MAR audit: “And then what?” We’re at the
“And then what?” stage because we actually see
what’s needed, we can change it straight away, so
we’re already looking at the step ahead. Whereas
before, we’d have to go through files to see what’s
changed, we are now able to see straight away. It’s
in the notes, it’s all there. It’s self-explanatory with
PASS: previously there was a lot more paperwork to
get to that point.
We’re now working on the “And so what?” question.
Thinking about that makes you “Outstanding”, that
real focus on outcomes-based care. How does
that change their life? Does that increase it? Is it
maintained? We’ve got the capability to do that
now, so we can actually prove that Care Plans
are outcomes-based. We’ve got a better system
for tracking everything. We were talking about it
yesterday actually, because we’ve got some clients
who were end-of-life four years ago, and we’re still
taking care of them!
I am confident that we can achieve an “Outstanding”
rating now. We’ve got the systems and the process
in place and a team that want to do that. They are a
really caring team and we are working towards that
and changing people’s lives, not just going out and
doing the basic things.

TRAINING AND IMPLEMENTATION
How have you found the process of training and
implementation? How many people were trained
initially and how long did it take you to really get
used to the system and start fully using it?
We did it quite quickly because it was quite an
urgent situation. I think it was within a month that
we actually got PASS up and running and really
going. The Managing Director at that time spent a
lot of time at home, setting up the Care Plans and
everything, but once we had put them all on, it was
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a swift process and a case of just showing the carers
what to do. They’re doing really well with it. You have
to actually use PASS to work out what you need and
what you don’t need. It wasn’t too long once we’d
got it sorted.
Initially, the Managing Director, the Training Manager
and I had training in how to set up the Care Plans
and the care packages and the documents, and the
structure of it. Then there was another day, out with
the Care Coordinator and the HR Manager, learning
how to use the actual app, and how to process all
the alerts on an everyday basis. They got it quite
quickly. It’s not too complicated once it’s set up and
running; it’s quite self-explanatory really.
So, we had the initial training and then our trainer
filtered that down to the carers, and now she takes
care of induction training and all our care certificates,
standards and mandatory refreshers. She basically
went out with some of the carers and we had
team leaders show other people when they were
shadowing. We filtered it down organically.
Admittedly, some of the staff were a bit
apprehensive of technology, maybe the older ones.
They’re used to the pen and paper and writing it
down. We had a pilot month, when we still kept our
old systems going, while they were getting used
to using PASS. You like to know that they are doing
it properly, to make sure that they do know what
they’re doing because we like to keep a close eye on
medication errors. It was obvious that they’d got the
hang of it within no time, so we just stopped using
the paper altogether.

EVERYDAY USE IN THE BUSINESS
What’s your policy concerning mobile devices?
Do you give one to every member of staff?
We do have mobile phones if they’d like to have one
of ours, but they often like to use their own because
it’s just easier for them and their lives are normally
on their phone, but we do have the option of giving
them a phone if theirs isn’t compatible.

What about remote access for management?
How has that changed or impacted your working
day?

It’s a lot safer now to be
honest. We haven’t had
any missed calls since
we’ve had PASS and it’s
very reassuring to have
that certainty

It’s great now; even at home I can just log on
and have a look. It’s nice that you can see what’s
happening in real time rather than waiting for bad
news. We can be far more responsive with PASS.
And at last, I can sleep at night! We have on-call
24 hours a day, seven days a week, so clients
and carers always have someone available to help
them. Now, I can just have a quick look and see if
anything’s changed or if someone’s put some big
notes on. It’s great that it’s instantly accessible.
Before, the on-call person had to be quite senior, one
of the management team, because you just weren’t
in control of what was happening until it was too
late. Now though, we are in complete control and
you can see, straight away, if one of the carers hasn’t
turned up to a visit. You can actually look ahead and
go, “Let’s fix this for the rest of the night.” Whereas
before, you’d be waiting and that person might not
even alert you at all.
It’s a lot safer now to be honest. We haven’t had
any missed calls since we’ve had PASS and it’s very
reassuring to have that certainty.
Our Care Coordinator is constantly monitoring during
the day. He calls ahead if someone’s running late or
there’s a problem going on. He checks the notes all
the time, especially when we’re closely monitoring
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someone. Rather than having to phone up to find
out what’s going on, it’s all just there. And when
healthcare professionals call, we’ve got the notes
right in front of us, rather than having to scrabble
around and find out what’s happening.

SUPPORT
How do you find the customer service and
support from everyLIFE?
We haven’t even had any issues really, just the odd
technical problems with logging in or something like
that. Our Care Coordinator has managed to sort that
out easily. We do use the chat box which is helpful.
When there is a problem, they always get back to
him really quickly to resolve it. It’s all been managed
quite easily.

ADVANTAGES OF THE PASSsystem
COMPLIANCE AND MANAGING
RISK
Has PASS helped to improve these?
Absolutely, because we can respond to anything
that’s happening out in the field straight away.
Now, if someone’s medication changes, we can
immediately alter it. It used to take a good week to
get the Care Plan back, change it, take it back out
again; and in that time, a course of antibiotics, say,
might have already been completed, making all that
activity redundant. Now it’s instant, so we are very
effective there.
If someone hasn’t ticked a medication task, the Care
Coordinator will call within 20 minutes or so and say,
“What happened?” He can send them back and say,
“Actually, you need to pop back and do that.” We
don’t have any MAR errors at all now.
It used to be a big concern, to be honest with you.
Back in the “Special Measures” days, I could not
really say, hand on heart, that it was safe at that

time. There could have been serious implications
that we couldn’t have picked up until maybe a week
later, which might be too late! But with real-time
information, we can see exactly who’s given what.
Also, in terms of timings, if someone has missed
their meds, you can see when they did have it last,
so if you’re sending someone back out, you can see
that they’ve had X at 12 o’clock and know when it is
safe to give the next dose. Before, it would be down
to leaving it to what was scribbled in a tiny box on a
MAR sheet or written down on a comment sheet,
so it’s a lot safer now. That level of detail just wasn’t
there before. Now we’re very much in control.

BUSINESS EFFICIENCY
What are the main efficiencies that you’ve gained
through using the PASSsystem? How do you
sum up the benefits?
It has saved us nearly a whole person’s wage. One
member of staff spent about 80% of her time
auditing comment sheets and MAR sheets each
and every month. So I’d say we are saving at least
£15,000 in the year on that salary alone. It has also
saved so much time in terms of processing and the
follow-up actions afterwards, which were bigger and
more involved by then. Whereas with PASS
real-time alerts, we can see any budding issues
straight away and we’ve dealt with them before they
have a chance to develop. PASS has saved a lot of
time for the managers, so now they can concentrate
on other things.
Hopefully we’ll see the benefits coming through this
year, now that we are out of “Special Measures”
and can take on new clients. We have invested a
lot in training and developing our current team and
setting up all the processes in the office. Now we’ve
got a really firm foundation. Recruitment was hard
due to our rating before, but my core care team has

It has saved us nearly a
whole person’s wage
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stayed the same, even though in the care industry
generally, it’s a very high turnover. It’s really stable
now, so that’s nice. They’ve stuck with it and they
can see that we’re investing in them and in the
processes and they value that.
And now, the phones aren’t constantly ringing like
they were before. You can imagine that there was
a lot of firefighting going on, but now we’re ahead
of everything. We’re in charge of it rather than the
business running away with us. It’s really nice.
We’ve got an off-site storage facility, which we
hardly need now too. Previously, if someone
questioned something from last year, say, you’d have
to look back, work out which box it’s in, go out to the
storage and physically get it. Now, even if they’re
inactive clients, you can still pull them up and look
back and see what happened on that date, where
it happened and be sure that it is accurate. That is a
real improvement.
PASS has definitely more than paid for itself.

BETTER CARE
Has PASS helped to improve your care? Do
you feel that PASS has helped you to avert any
situations from becoming crises?
Yes, it is so much simpler right from the start. We
can go out and do assessments, set someone up, go
through the risks etc and it’s all signed and agreed
while it is still fresh in their minds, instead of having
to come back, type it up, print it out and return some
days later for signatures. It is much more person-

We were just thinking, “Oh
my goodness, we couldn’t
afford to have that.” But
actually, we couldn’t have
afforded not to have it!

centred and thorough right from the start, and you
are not doing the same thing twice anymore. It’s a
lot slicker.
Here’s one example where it feels like we are really
making a difference is for a new customer. This
is someone who has been waiting for a cataract
operation that couldn’t happen until he had an aftercare package in place. All he needed was someone
to do his post-op eye drops four times a day for four
weeks, but his op has been delayed because no
one could fit it in. Although it’s small, that’s pretty
significant for his daily life. But with PASS, we could
step in and arrange it all for him, because we could
turn it all around quickly and efficiently. He now has a
much better quality of life.
These days we are now performing some quite
complex, high-level tasks, where the district nurse
comes out to train our staff. PASS can then keep
track of it all so we can see who we can place into
which packages. That way we can be more efficient
with our resourcing and match the right carers to the
right customers. It’s all there in one place.
I think we are now delivering altogether better and
much more person-centered, safer care.
Carers feel more valued too, because they can
see that what they report in PASS is acted on
immediately and they’re supported, so they can feel
confident, rather than just wondering if anybody will
even see their note before it disappears into the
paper filing. It’s a world apart, isn’t it?
Actually, it’s quite nice to see their input into the care
and how they take more pride in the care packages.
We’ve got quite a few more carers who now take
the lead in certain clients’ packages. They feel a bit
more ownership and they know that the next carer
will look at what they’ve done, that their work is
under scrutiny, not just from the office, but from
their colleagues too.
And now with openPASS, the families can see it all
as well. So they are aware that it’s no longer just a
piece of paper that’s sitting around in a pile or file out

Find out how we can support you
to deliver OUTSTANDING care

0330 094 0122

hello@everylifetechnologies.com

everylifetechnologies.com

there somewhere. There are people that will access
it and it is a legal document. They know they need
to put everything down in a professional, accurate
manner, but they’re even going a bit beyond that as
well. I can see that my workforce has that sense of
pride in their work. I’m very proud of them actually.
They’ve done well.
How have your customers taken to having the
digital technology going on around them? Is that
something they’ve warmed to?
It’s been a bit of a change for them, because they
thought, “Oh, she’s on the phone.” If there are two
carers in, the lead will be filling out the PASSsystem
while the other one’s caring. At first we had
complaints saying, “One of them is just playing on
their phone all the time.” No, actually they are doing
their job! Now, they’re used to it. They’re happy. They
know why we need to know what’s happening, and
it’s for their benefit really.

How do people like openPASS?
They love it! We’ve got some clients whose families
live abroad. I’ve got a lady whose son’s in Australia
and he logs in. We’ve set that up so they can see
that from there.
We’ve also got a family with three children that have
all got the same genetic disorder where they are
basically bed-bound, and highly dependent. We’re
doing quite high-level tasks for them. We’ve set up
the doctor’s surgery so they can log in and keep a
close a look at what’s happening with them so they
can monitor their situation.

RECOMMENDED
Would you recommend the PASSsystem to other
businesses?
Yes. Yes, I definitely would. Definitely. Especially
for smaller companies like us, because they’ll just
be like, “We won’t be able to afford it.” They’re
probably a bit like us. We were just thinking, “Oh
my goodness, we couldn’t afford to have that.” But
actually, we couldn’t have afforded not to have it!

Top Tips For Using PASS
Make the most of the PASSsystem for
domiciliary care by:
1.

Logging in online every morning to download your bookings
and ensure all your customers are up to date;

2.

Logging in offline whilst in areas of low signal to enter the app
and view data downloaded from your last online login;

3.

Tagging in on arrival, as your visit time doesn’t start until you do!

Find out how we can support you
to deliver OUTSTANDING care

0330 094 0122

hello@everylifetechnologies.com

everylifetechnologies.com

