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Message from 
Josh (Aged 12)

Living here has 
completely changed my 
life, I take part weekly 

in amazing activities 
such as swimming and 

junior gym classes.

Our vision...

Names throughout this document have been changed 

to protect the anonymity of the individual.



I am delighted to introduce Keys Group’s first 
Annual Quality Report.

This Quality Report enables us to demonstrate 
how we provide high quality services and show 
that we are continually improving, meeting and 
exceeding a range of standards and expectations. 
While some standards are set externally, many 
of our quality improvement projects arise as a 
consequence of feedback from the children and 
young people we support, their carers and families, 
our commissioners, stakeholders and regulators. 
Input from our staff is also key in order to realise 
our ambition of inspiring and supporting young 
people to live happy, healthy and successful lives.

Since our change of ownership two years ago, we 
have focused heavily on quality improvement and 
have established our values base. We recognise 
that for quality of care, support and education 
to be of the highest level, the culture of our 
organisation must be open, honest, transparent 
and, above all, put children and young people at 
the very centre of all that we do. Transparency 
builds trust and accountability which is one 
reason why we voluntarily produced this report. 
Following our investment this year in an online 
quality management system (Radar), we anticipate 
that in future years we will provide a wider suite 
of benchmarked quality data to evidence our 
continued commitment to improving outcomes, 
promoting higher quality services and showing that 
our services help children and young people to 
achieve their goals.

In 2018/19 ensuring that we deliver high quality, 
safe and effective services to each and every one 
of our children and young people has remained 
our number one priority, and we are extremely 
pleased to have made significant progress across 
a range of important areas. The values, dedication 
and professionalism of the Keys Group staff are 
fundamental to this focus. Our staff work tirelessly 
to ensure that we make continuous improvements 
to our services and demonstrate learning from 
situations when we recognise that things have gone 
wrong.

Our quality improvement projects have been 
wide and varied and we have moved forward in a 
range of areas; strengthening our service model, 
increasing compliance with a range of quality 
measures and implementing clear systems and 
processes to help keep our young people safe and 
to support our staff.

As you read through this report, I hope you will gain 
an understanding of the work we have undertaken 
as an organisation and of the progress we have 
made.  

Looking to the future, we will continue to adopt 
best practice, drive innovation and most importantly 
learn and improve when we do not meet the high 
standards we have set for ourselves. We will remain 
focused on modernising how our services are 
delivered, ensuring that they are responsive to the 
needs of the children and young people we support. 

When I first arrived at the home, I did 

not know that I was going into care,  

I was very scared and frightened, 
thinking 

I had been sent there because of me 

misbehaving at home.

I was also worried that my mum and 

dad did not know where I was. The 

manager and staff at the home let me 

phone mum and dad, this made me feel 

less anxious. Although my parents 

love me, I now understand that they 

struggled to look after me when I 

lived at home.

Living here has completely changed my life, 

I take part weekly in amazing activities 

such as swimming and junior gym classes. 

I have also raised nearly £500 this 

year for charity - taking part in the  

“Race for Life” (Cancer Research) and 

also climbing in the Brecon Beacons to 

raise funds for the National Autistic 

Society.

The manager and staff at the home are 

fantastic and they all tell me how proud 

they are of me.
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Chief Executive Officer
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group

Caring

Showing compassion and 
empathy, placing the young 
person at the centre of all 

we do, taking their feelings 
and wishes into account.

Committed and ambitious 
in heart and mind, 

supporting the best 
outcomes for young 

people. 

Accountable 
and intent to 

achieve the best in all 
we do. Challenging 

ourselves to the 
highest standards 

of learning, 
development and 

performance.  

Working honestly 
and transparently, 
sharing our results 

and learnings.  

Passion

Integrity Excellence

Who we are
Keys Group is an established independent 
provider of residential children’s care and 
specialist education with a well-distributed 
portfolio of homes, schools and other 
services throughout England and Wales.

We were established in 2005 and, following 
nearly 20 acquisitions, have grown to 
become one of the largest providers of 
residential care to looked after children and 
young people in England and Wales.

In August 2017, Keys Group was bought by 
G Square. Following this purchase, the new 
senior leadership team set about a series of 
changes with the objective of establishing 
Keys Group as the best provider of high 
quality residential children’s care and 
education services. 

Our transformational journey is well 
underway. We are passionate about 
supporting young people to achieve 
great outcomes, have a clear strategy for 
investment in our existing services and 
have ambitions to continue to grow and 
provide even more young people with the 
opportunity to realise their potential.

Our values form the foundations of our work 
to ensure young people are supported and 
inspired to live happy, healthy and successful 
lives.



We provide residential, education and leaving care services, predominantly for children and 
young people with social, emotional and mental health needs, severe learning difficulties 
and autism.  We are specialists in caring for and educating children and young people with 
high severity needs, challenging behaviours and complex care requirements.

 2018 - 2019
Residential Services 

Number of children we cared for and supported. 554
 

Education and Skills 

Number of children, young people and adults we educated  
and provided with work skills. 796
 

Leaving Care Services 

Number of young people we supported towards independence. 114

Total 1,464

What we do

Residential

Education
and skills

Leaving care

5
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Our residential services are not just places to 
live but “homes” for the children and young 
people we support. We strive to nurture 
every child and young person to achieve 
their individual potential. We work with and 
support each young person to achieve good 
outcomes.  

In 2018/19 we provided a home for 554 
children and young people in England  
and Wales.

Our specialist homes provide dynamic and 
forward thinking therapeutic approaches 
in line with each child’s or young person’s 
needs. Our expertise includes support in the 
following areas:

• Exploitation
• Sexually harmful behaviours
• Substance misuse
• Self-injurious behaviours
• Offending behaviours
• Eating disorders
• Emotional, behavioural difficulties
• Learning difficulties/disabilities
• Autistic spectrum disorders

In 2018 we reviewed and revised
our assessment and planning documents,
establishing and implementing a clear system
designed to assist and involve children
and young people in their care and support
needs. In 2019 we completed this project.
The system evidences the care and support
provided to each child and young person,
along with their progress towards achieving 
their individualised outcomes.

Residential children’s homes
554

When Ellen
 was referr

ed to one of our resid
ential children’s

 homes she w
as scared, 

confused, 
angry and sad. Her lo

ng term
 foster pla

cement had come to an end, t
he 

trauma experien
ced in ea

rlier yea
rs had come to the fo

re and her f
oster pa

rents 

were finding su
pporting Ell

en very 
difficult. It w

as thought un
likely tha

t this f
amily 

unit would ever
 be repa

ired.

The staff team spent t
ime gettin

g to know Ellen and, along with our exper
t 

therapist, pro
vided he

r with the 
care and supp

ort requi
red to assist he

r in more 

effectively managing her
 emotions. Consequen

tly, over time Ellen’s
 disrupt

ive 

behaviours sta
rted to

 diminish, en
abling her

 to start enga
ging with aspects of 

her life 
she had become distant from. She re

connected with school and enjo
yed 

learning, achieving 4
 GCSEs. However, more importantly, with the 

help and supp
ort 

of expert
 staff, she 

began to rebuild 
her rela

tionships w
ith her 

foster fa
mily. 

After ei
ghteen 

months Ell
en event

ually achieved w
hat was thought to

 be 

a remote possibility,
 living once again with her 

foster fa
mily. She i

s now in 

college, ha
s been o

n holiday and still 
visits th

e reside
ntial children’s

 home for 

a catch up and a cup of tea. 

Ellen

Residential



Blackpool Leeds

Middlesbrough

Newcastle 
upon Tyne

LondonReading

Bath

Leicester

Hull

Brighton

Peterborough

Cambridge

Nottingham

Swansea

Exeter

Plymouth

Bournemouth

The staff team spent 
time getting to know 
Ellen and, along with 
our expert therapist, 
provided her with the 

care and support 
required to assist her 

in more effectively 
managing her emotions.  
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Our schools strive to support pupils to thrive 
and achieve their maximum potential. They 
are environments providing individualised 
resources and support specifically targeted 
to meet the educational needs of each and 
every child and young person.

We are flexible and adaptable in our 
approach to learning and education. We 
understand that each pupil comes with 
different experiences of education and 
we are committed to understanding those 
individual experiences. In that understanding, 
we individually tailor our encouragement and 
support to maximise the potential of each 
pupil to learn and grow. The safe and unique 
environments that our schools offer builds 
trust within the school community, works 
to reduce risks and create spaces where 
children and young people can develop and 
prepare for their future.

In addition, we offer the AQA Unit Award 
Scheme (UAS) inclusive of certification. 
With UAS, learners have their achievements 
recognised and are rewarded, no matter 
how big or small the achievement. UAS 
motivates, encourages and raises self-esteem 
within young people who can be rewarded 
for achievements which ordinarily might 
go unrecognised. We also offer structured 
day services full of meaningful activities for 
adults with additional needs.

Keys Group operates a geographically 
diverse portfolio of 20 schools and 2 adult 
focused structured day services in the UK. 
In 2018/19 we provided specialist education 
to 718 children and young people with SEN 
statements.

Education and Skills

Unity College is 
a specialist edu

cation provision in Buc
kinghamshire pr

oviding ed
ucation 

for stude
nts aged 11-1

8 years with social, emotional and mental health need
s 

who require
 a smaller, more nurt

uring ed
ucational placement in w

hich to succeed 

academically. Stud
ents at the c

ollege are very 
proud to say that they h

ave 

successfully
 completed t

he Duke 
of Edinbu

rgh Bro
nze award for the first time ever 

this yea
r. They overcame some real challenges t

o achieve th
is, particularly on the 

expeditio
n days.

Achieving

796Education
and skills



Unity College is 
a specialist edu

cation provision in Buc
kinghamshire pr

oviding ed
ucation 

for stude
nts aged 11-1

8 years with social, emotional and mental health need
s 

who require
 a smaller, more nurt

uring ed
ucational placement in w

hich to succeed 

academically. Stud
ents at the c

ollege are very 
proud to say that they h

ave 

successfully
 completed t

he Duke 
of Edinbu

rgh Bro
nze award for the first time ever 

this yea
r. They overcame some real challenges t

o achieve th
is, particularly on the 

expeditio
n days.

Students at the 
college are very 
proud to say 
that they have 
successfully 
completed the 
Duke of Edinburgh 
Bronze award for 
the first time 
ever this year. 

Hull
Blackpool Leeds

Middlesbrough

Newcastle 
upon Tyne

LondonReading

Bath

Leicester

Brighton

Peterborough

Cambridge

Nottingham

Swansea

Exeter

Plymouth

Bournemouth

Thank you 
all for your 
hard work and 
gradually giving 
him back his 
self-belief that 
he can achieve.
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Activity and Intervention Services

In addition, a number of our residential 
children’s homes provide emergency activity 
and intervention placements, offering short 
term specialist care with the objective of 
supporting young people to settle back into 
longer term placements. The engagement 
of young people in outdoor adventurous 
activities, with the help and guidance of 
expert staff, provides opportunity for them 
to benefit not only from physical activity but 
also to grow as a consequence of improved 
self-esteem and confidence.

Family assessment

Our well established Family Assessment 
Centre, Crown House, has been operating 
successfully for a number of years. Our 
specially qualified staff carry out parenting 
assessments on behalf of local authorities 
and other relevant agencies with the purpose 
of supporting the decision making processes 
relating to the long-term living arrangements 
for children. We have expanded our Family 
Assessment Centre provision with the 
opening of Victoria Villa in 2019.

Leaving care

Our Leaving Care Service was registered 
with the Care Quality Commission in October 
2018. This unique service provided support 
and care to 114 young people during 2018/19, 
bridging the gap between being looked after 
in residential care and independent living in 
the community. Staff provide support or care 
as appropriate, assisting each young person 
to transition to independent living. 

We have an excellent record in transitioning 
young people into employment – our NEET 
(young people not in employment, education 
or training) score currently stands at 24%* 
compared to the national average of 46% 
for care leavers. We will continue to work 
tirelessly to achieve our target of 0% of the 
young people we support being NEET.

Short breaks and respite

We also offer respite and planned breaks 
and have a number of specialist homes for 
young people who experience learning 
difficulties/disabilities, as well as social and 
communication difficulties including Autistic 
Spectrum Disorders.

* As of January 2019

Other services

There are not many mountains and vast gree
n spaces in Lo

ndon.  

There is 
no space to escape when you are being

 exploited. When others 

are tryin
g to force you into selling 

drugs a
lso known as ‘county line

s.

Our activity se
rvices provided th

e opportunity 
for Marcus to quickly 

turn his
 “crisis” sit

uation into a very po
sitive ex

perience with life-

long bene
fits. Within a short perio

d of time, Marcus found tha
t 

underta
king the

 physically challenging 
activity of mountain climbing 

allowed him the opportunity 
to unders

tand his a
pproach to risk, 

find stability and come to terms with what had happened t
o him 

and his f
amily. With the 

support of staff, he r
ecently climbed 

some of the hi
ghest p

eaks in th
e UK, raising a tidy su

m for 

charity too. Marcus is he
ading home soon to his parents, 

having improved his s
elf-este

em and new found risk
 

management skill
s.

Marcus

10
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There are not many 
mountains and vast green 
spaces in London. There is 

no space to escape when 
you are being exploited.  

When others are trying to 
force you into selling drugs 
also known as ‘county lines. 

Family assessment

Activity and 
Intervention

Leaving care

*Shows Leaving Care 

office locations

Blackpool Leeds

Middlesbrough

Newcastle 
upon Tyne

LondonReading

Bath

Leicester

Brighton

Peterborough

Cambridge

Nottingham

Swansea

Exeter

Plymouth

Bournemouth
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In 2019 we successfully acquired the 
business New Care Solutions Limited and 
its subsidiary Direct Care Limited. This 
consisted of 7 homes and 1 school in the East 
of England.    

We have also grown 9 new services this year, 
7 homes and 2 schools.

We successfully won the re-tender of our 
unique Cross-Regional Project (CRP) which 
has operated for 8 years. The new contract 
commenced in August 2019. Also known as 
the Thames Valley Contract, this is a unique 
partnership between 4 local authorities and 
Keys Group to provide therapeutic residential 
care and education to young people with 

complex emotional and behavioural needs. 
The participating local authorities are 
Buckinghamshire, Oxfordshire, Hertfordshire 
and Milton Keynes.  

The CRP homes and school share a common 
ethos and operate using the secure base 
model as the specific therapeutic approach. 
The secure base model is an approach deep 
rooted in and underpinned by attachment 
theory, child development theories and 
integrated within a psycho-dynamic 
approach. 

Growth and acquisitions

We successfully won 
the re-tender for 
our unique Cross-

Regional Project (CRP) 
which has operated 

for 8 years. The new 
contract commenced in 

August 2019.

Every member of staff 
has been amazing, thank 
you to everyone for being 
so supportive when I couldn’t 
see a way forward. We are so 
pleased to have our son home.
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We have a dedicated clinical team consisting 
of psychologists, therapists and specialist 
advisors.

We deliver a unique therapeutic model 
called PICI - Psychologically Informed 
Care Planning and Intervention Process 
which includes an assessment called BERRI 
(Behaviour, Emotional Well-being, Risk and 
Relationships Indicators).

We developed this model to facilitate the:

1.  provision of interventions appropriate to 
the individual needs of each child or young 
person 

2.  effective measurement of the outcomes of 
these individualised interventions.

The ability to effectively measure the impact 
of care and support provided to children 
and young people contributes to many 
commissioners’ decisions to place in a Keys 
Group service.

Since its inception at the end of 2015 
following a pilot scheme, the process has 
developed to incorporate all Keys’ residential 
children’s homes, with approximately 200 
children being registered on the BERRI 
system at any one time.  

Each residential staff team benefits from 
a twice monthly consultation with a 
therapist. Alongside this therapeutic work 
with the team, an assistant psychologist 
gathers the child’s history and completes a 
psychological screening tool. Equipped with 
this information, the assigned psychologist 
then chairs a multidisciplinary formulation 
meeting to identify the key areas of focus 
for the young person’s development and 
therefore the appropriate focus for the staff 

team’s interventions for the following three 
months. 

The outcome of the work with the young 
person is regularly assessed and changes 
and progress are mapped. The change 
charts developed as part of this process are 
invaluable in demonstrating progress being 
made by young people and highlight our 
commitment to evidence based practice. 

Therapeutic approach

The PICI process

Gather child’s story 
from Social Services 

paperwork to get 
knowledge of history

Track progress 
with measures

BERRI checklist is 
completed by referrer 
and by care staff after 

assessment weeks

Formulation meeting 
attended by:
• Social Worker 
• Care Team
• School
• Therapists
• Psychologists

Identify the top three 
target issues to work 
on, considering their 
origin, meaning and 
maintaining factors.

Identify strategies for 
intervention within the 
day to day life of the 

child.

Identify any need for 
therapy, and who will 

provide this.

Care Plan expanded 
to explain the child’s 
story, their current 
presenting issues 

(and which of these 
will be targeted for 

intervention).

It will detail how the 
Care Team relates 

to the child and will 
ensure environments 

and activities are 
optimal for the 

child’s development
Psychological 

screening including 
young person’s self 

report, cognitive 
assessment and 

questionnaires for 
home and 

school
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The BERRI Assessment

This chart demonstrates that following initial
assessment, a young person achieved a score 
of 370 over the 5 domains, with a higher score 
indicating a higher level of need. Through 
therapeutic support and care and further 
assessment, the young person achieved a much 
more positive score of 66 in just over 3 months.

Achieving Outcomes - from our therapists

Alfie’s BERRI score is now down to a total 
score of just 7. He has been able to sustain 
mainstream school over the last couple of 
years and is currently sitting all of his GSCEs. I 
was delighted to hear that he will be attending 
the end of year prom, like so many year 11 
students across the country.

Marianne’s progress in the last 3 months 
since the last review is evident to see. Her 
BERRI score has reduced from 336 to 138. The 
Head Teacher is very impressed with the PICI 
process as a whole and the therapeutic ‘joined 
up approach’ between the home and school. 
Marianne had not been attending education 
for 4 years until joining the school last year 
and the progress she has made is incredible. 
Marianne has worked through our stage 
model and is now ready to start to accept 
consequences and even predict them. The 
Head Teacher commented at the end of the 
PICI – ‘Marianne is such a fabulous addition to 
our school.’

400

320

240

160

80

9 January 2018 26 March 2019Date

Date Behaviour
Emotional 
well-being

Relationships Risk Indicators Total

26/03/2019 13 8 18 2 25 66

29/11/2018 35 24 48 3 59 169

29/08/2018 46 17 31 2 39 135

24/05/2018 49 23 37 7 53 169

14/03/2018 49 29 67 4 126 275

09/01/2018 75 60 63 24 148 370
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Zarah, who has been displaying very challenging 

behaviour with extreme anger issues since living in the 

home, has shown a reduction from 142 to 22 in her 

overall BERRI score. She is now able to demonstrate 

multi-attachments with staff and trust towards 

adults which is a fantastic outcome for her.”

Achieving Outcomes – from one of our Therapists



16

Effectiveness of our work

Safe and Sound

Alongside the PICI process, Keys Group 
has developed and works with the Safe and 
Sound model of care. This model increases 
staff knowledge and insight into the often 
traumatic backgrounds of the children and 
young people we care for, assisting their 
understanding of why particular challenges, 
behaviours and issues are present. 

Safe and Sound takes the form of an 8 
module programme structured to include; 
theory, activities to support the practical 
application of the theory and reflective 
tasks to consolidate learning. Modules are 
delivered at each team and individual’s own 
pace through supervision, team meetings and 
group training sessions/workshops and are 
supported through therapeutic consultations. 

Each staff member also has the benefit of 
a model workbook developed as a result of 
an evaluative study conducted by SCIE in 
2012 “therapeutic approaches to residential 
childcare”. A variation of the process has 
been devised for the services supporting 
children with learning disabilities and a pilot 

scheme is currently being developed for 
schools.

Specialist Support Team

In 2016, we took the decision to create a 
specialist support team in direct response to 
the needs being presented by children and 
young people referred to our services. We 
have all read in recent years across many 
media platforms the concerns that have been 
expressed about the safety and well-being of 
looked after children, specifically in relation 
to frequency of being missing from home, 
involvement with the police, violence, self-
injurious behaviour, substance misuse and 
exploitation.

Children and young people who are referred 
to our services have already, in their 
short lives, experienced significant levels 
of trauma, including abuse and neglect. 
Trauma experienced in childhood has a high 
likelihood of manifesting itself in negative 
behaviours and may result in young people 
causing harm to themselves, other people 
and/or property.

Yvette Stanley, 
Ofsted’s National Director for Social Care.

Many teenagers are now entering the care system needing 

very intensive sup
port. There were a fifth more 16 and 

17 year olds in care at the end of March last year 

compared with 4 years ago. The number of children 

over 16 taken into care has increased a staggering 

78% over the last 8 years.
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We provide therapeutic care to children 
and young people which enables them to 
successfully manage their lives and reduce 
risks, while living with the trauma of their past.  
 
We understand and endorse the importance 
that multi-agency working has in contributing 
towards effective care and support, recognising 
the risks that can occur when service provision 
is fragmented. The need for ongoing effective 
multi agency working with looked after children 
is clearly stated in a number of published reviews, 
recognising its effectiveness in reducing risks 
and improving long term outcomes. (Working 
together to safeguard children 2018).  

We work closely with health services, youth 
justice services, the police and emergency 
services, with the aim of meeting each young 
person’s specific needs, managing risk and 
reducing the potential for the criminalisation of 
any individual. 

Keys Group’s specialist support team, as 
experts in their fields, enhance multi agency 
working. They provide advice and guidance 
to our services and liaise with external bodies, 
supporting all in fully understanding the needs 
of a specific child or young person and the 
complexities that exist in managing risks and 
keeping everyone safe.

Their professional input supports the 
development of robust individual care 
and support plans, including effective risk 
assessment and management plans. The 
Keys Group National Specialist Advisor team 
includes experts in - Police Liaison, Behaviour 
Management, Exploitation, Missing from Home, 
Self Injurious Behaviour and Substance Misuse.  

Child/Young 
Person

Social Worker

Therapists

Specialist 
Advisors

Child & 
Adolescent 

Mental Health 
Services

Schools and 
Teachers

Health Services

Residential 
Home Care 

Team

Police Service
Youth Offending 

Teams

Psychologists

Parents and 
Family



18

We are committed to continually and 
consistently providing high quality services 
for children, young people, adults and their 
families. 

We have a dedicated Quality Department 
supporting our services in their ambitions to 
deliver excellence.

In support of our objective of achieving 
the highest possible standards, the 2018/19 
Quality Strategy focused on:
 
•  Working to keep the child, young person or 

adult at the centre of all we do.
•  Ensuring services are delivered to and 

exceed legislation, national regulations and 
locally agreed standards.

•  The effective provision of services in 
partnership with relevant commissioners, 
external agencies and stakeholders.

•  Working to meet and exceed our 
performance targets. 

•  Delivering safe and secure services.
•  Investing in our staff through learning and 

development.

We are dedicated to developing a strong 
learning culture and continuing to strengthen 
our quality assurance systems to facilitate 
the effective safeguarding and promotion of 
the welfare of all children, young people and 
adults.  

Through a range of quality improvement
methods we measure the impact of the
services we deliver, which is essential to
achieving improved outcomes for those  
who are entrusted to our care.

Risk management and good governance

We believe in good governance, of the 
whole organisation’s responsibility and 
accountability for what happens in our 
services and for keeping the people we 
support and the people we employ safe.

We have a sound system of internal 
controls, including risk management 
processes supporting the achievement of 
our objectives. Our risk register, which is 
controlled within our governance function, 
is designed to effectively manage and 
eliminate risks.   

Quality & governance

Values

Governance Operating Model

Legislation

Regulation

Strategy

Policies

Systems

Radar

Reporting

Line 
Management

Compliance

Investor Board

Regional/Department 
Governance Meetings

Senior Leadership 
Team

Team Governance 
Meetings

Governance Committee

Local Governance 
Meetings

Operations

Human 
Resources

Payroll

Finance

Quality/Risk 
Management

IT

Estates

Business 
Support

Learning & 
Development

Children
Young people

Families
Carers

Regulators
Commissioners
Stakeholders
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We have a clear structure of responsibility and 
accountability, with processes and systems 
to support and continually improve services 
through effective leadership.

Our Governance Committee is responsible 
for setting our governance structure and 
processes. It is charged with monitoring 
compliance and risk across our range of 
services. This includes internal compliance, 
regulatory and external compliance, risk 
assessment and management and continual 
quality improvement. We hold Governor 
Meetings within our schools and have 
appointed a Head of Risk Management 
who is responsible for supporting services 
to successfully manage risks and promote 
effective health and safety management.  

Our risk management processes consist of 
detailed mapping of risks, controls and sources 
of assurance. This framework ensures that the 
controls for managing the identified risks to 
Keys Group achieve their principal objectives.

In 2018, the Senior Leadership Team completed 
a health and safety training for executives 
course.

Our Governance Committee terms of reference 
were revised in 2018 and 2019 and were 
approved by the Keys Board.

Within Keys Group, good governance requires 
us to;

•  Set and focus on strategic objectives while 
being able to drill down to critical areas of 
service delivery.

•  Appoint strong and committed leaders who 
are focused on realising the objectives set 
out in our strategic plan.

•  Develop and establish robust assurance and 
reporting of delegated operational decision 
making through clearly established roles and 
responsibilities.

•  Operate with a set of clearly established 
controls.

•  Challenge the focus and objectives of the 
Senior Leadership Team and Board. 

These are underpinned by intelligent and 
accurate information and participation and 
engagement of key stakeholders.

We recognise our accountability, acting on 
lessons learned, and being open and honest 
in seeking the best possible outcomes for the 
children, young people and adults we support. 

We have been diligent in investigating when 
incidents or errors occur. We are not afraid to 
examine ourselves and be honest about what 
we need to do to improve and when we need 
to say sorry.

Keys Group are committed to a process of  
self-regulation which supports and compliments 
the external scrutiny of regulators in England and 
Wales. 
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In February 2018 we chose a quality and 
compliance software system called Radar, 
developed collaboratively with Radar 
Healthcare, to be our focused software 
solution to support improvements in the 
delivery of our services. The integrated and 
personalised functionality of Radar supports 
our work to effectively govern what we do,
by providing higher visibility of potential 
risks across the business and triggering 
appropriate risk mitigation. The system 
is a critical tool in our drive to ensure a 
continuous cycle of quality improvement in 
all we do. 

Improved reporting, data capture, workforce 
compliance, trend reporting, document 
management, audit functionality and 
complaint management have all been 
realised with the implementation of Radar.

Throughout 2018, Radar was successfully 
implemented and embedded as a reporting 
system. This facilitates improved reliability of 
data and enhanced reporting in 2019/20.

National comparative statistics for the year 
ending March 2019 have yet to be published, 
however we can provide comparison 
regulatory notification data for 2017/18 
and comparison missing from care data for 
2017/18.

Regulator Notifications  
(England only – Ofsted)

We are required by law to notify the 
regulator of serious incidents that occur, 
these include:-

• Child deaths
• Involvement in child sexual exploitation
• Child protection enquiries
• The police being called to the home
• Child self-harming
•  Allegations of abuse, complaints or 

referrals against people working in the 
home

Ofsted reported in 2017/18 that they 
had received 27,530 notifications by 
2,135 children’s homes, equating to 12.9 
notifications made per children’s home. In 
2018/19, Keys Group made 698 notifications 
to Ofsted equating to 6.8 notifications per 
children’s home. We have a duty under each 
local authority’s ‘Runaway and Missing from 
Home and Care Protocol’ to report children 

that are missing from care to the police. We 
also have a duty to report to Ofsted any event 
requiring police attendance at a home. In this 
year, just under a third of our notifications 
to Ofsted were in relation to police being 
contacted regarding a young person missing 
from care. In 2019 Ofsted produced further 
guidance about notification criteria to ensure 
that referrals being made by providers 
met the required reporting thresholds. In 
this coming year we will work to reduce 
the number of notifications to Ofsted by 
reporting in line with this additional guidance 
and by continuing to provide expert support 
to young people to prevent any serious 
incidents triggering a requirement for Ofsted 
notification.

Missing from Care and Police Involvement

For the year ending 31 March 2018, the 
Department of Education reported that there 
was an average of 6.1 missing incidents per child 
who was looked after in this period. This equates 
to 70,250 missing incidents for the 11,530 looked 
after children, including; secure units, children’s 
homes, foster placements and semi-independent 
living arrangements.

In March 2019, Keys Group recorded 1,321 missing 
from care episodes for the 554 children we 
provide care and support to, this equates to an 
average of 2.4 missing incidents per child.

Department of Education National Average

Keys Group (England Services)

Source: Children looked after in England (including adoption), year ending 
31 March 2018. Department of Education

0 1 2 3 4 5 6 7
Number of missing incidents per child

Keys Group 18/19
National Average

Ofsted 17/18
National Average

Notifications to Ofsted

0 5 10 15
Number of notifications made per children’s home
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Year Ending
Category

number of each type of event

Police Involvement
Notifications to 
the Regulator

Missing from Home

March 2019 1783 1032 1321

82% of our children never go missing from our 
homes, for those that do, these young people 
(generally older teenagers) come to live with us 
presenting with this risk having previously been 
missing from care while residing at their family 
home, in another children’s home or foster care. 

We are always very concerned for the safety and 
welfare of any young person who goes missing. 
We work within the regulations and with our 
multi-agency partners to prevent young people 
going missing and when they do, to return them 
safely. We work therapeutically with the young 
person to understand the triggers to missing 
from care episodes, to address the causes, to 
avoid patterns of unsafe experiences and to 
prevent further placement disruptions.

We strive to help young people develop, to know 
how to stay safe and to make positive choices. 
Residential children’s homes do not operate 
as secure provisions and in line with legislation 
cannot unlawfully restrict any young person’s 
liberty. We have therefore invested significantly 
in our clinical services and specialist advisors 
(police liaison, missing from care, substance 
misuse, self-injurious behaviour and exploitation 
specialists) to continually reduce missing from 
care episodes. These experts support our 
services, providing expert advice and guidance, 
working directly with the young people and staff 
teams to understand the reasons for risk taking 
behaviour. This model of ensuring our young 

people receive the individualised care they need 
is already having a visible impact in reducing 
the number of incidents involving the police, 
notifications to regulatory bodies and missing 
from home episodes. 

In 2019, the Howard League for Penal Reform 
published a briefing titled –‘Ending the 
Criminalisation of Children in Residential Care - 
Know Your Numbers.’ In this briefing, 26 police 
forces across England and Wales reported that 
23,000 call outs were made to children’s homes 
in 2018. It also reported that some homes had 
on average called for police assistance 100 times 
per year, with some 200 times. In line with the 
‘Runaway and Missing from Home and Care 
Protocols’, the majority of calls for assistance to 
the police are when a young person is missing 
from care, with 26% of our calls for assistance 
being related to violence and aggression, 
property damage, criminal offence and road 
traffic accidents.  

We work collaboratively with police forces and 
our Police Liaison Specialist takes the lead in 
creating these invaluable multi agency links. We 
are committed to working effectively together 
with all police forces to ensure that their 
resources are used appropriately and to prevent 
the unnecessary risk to, or criminalisation of, 
children and young people.

Keeping safe

Our Clinical Director is also our Designated 
Safeguarding Lead. Our safeguarding 
policies provide our framework for 
protecting all children, young people and 
adults in our care and to ensure that their 
welfare is paramount. All safeguarding 
matters are channelled through the 
Governance Committee. 

Lessons learned are reflected in policy and 
development changes. We engaged with 
Expolink in 2018 to further strengthen our 
approach to safeguarding and they now 
provide us with a secure, independent and 
trusted whistle-blowing hotline service.  



22

We are dedicated to ensuring that 
our services meet and exceed all 
regulatory standards. In 2018/19, we 
succeeded in achieving our target 
of improving our outcomes from 
inspection.

We are regulated by the following 
bodies;

Ofsted is the Office for Standards 
in Education, Children’s Services 
and Skills. They inspect services 
providing education and skills 
for learners of all ages. They also 
inspect and regulate services that 
care for children and young people. 
Ofsted’s role is to make sure that 
organisations providing education, 
training and care services in 
England do so to a high standard 
for children and students. Ofsted 
inspects all our residential children’s 
homes and family assessment 
centres in England at least annually 
and all our schools at least every 3 
years.

CIW, the Care Inspectorate Wales 
registers, inspects and takes action 
to improve the quality and safety 
of services for the well-being of the 
people of Wales. CIW inspects all 
our residential children’s homes in 
Wales at least annually.

Estyn is the office of Her 
Majesty’s Inspectorate for Education 
and Training in Wales. They are 
independent of, but funded by, 
the National Assembly for Wales. 
The purpose of Estyn is to inspect 
quality and standards in education 
and training in Wales. Estyn 
inspects our schools in Wales.

CQC is the Care Quality 
Commission, the independent 
regulator of health and adult social 
care in England. They make sure 
health and social care services 
provide people with safe, effective, 
compassionate, high-quality care 
and encourage care services to 
improve. In 2018, we registered 
our Leaving Care service with the 
Care Quality Commission (CQC). 
This registration means that we 
can provide care services to 
young people who are moving on 
from being looked after children, 
especially in the early part of their 
journey towards independence.

We are committed to ensuring 
that all our services both meet and 
exceed the regulations required by 
these regulatory bodies. 

All of our regulators produce 
reports following inspection, many 
of which are available online or by 
request.

Inspection/Regulation



23

Our Residential Children’s Homes in England are inspected by Ofsted. At 31 March 2019, 
87% of all Keys Group homes were rated Good or above. This compared favourably to the 
Ofsted average across all residential children’s home provider types of 79%1.  Keys Group 
outperformed all provider type averages in 2018/19.

11% of Residential Children’s Homes across Keys Group were 
rated Outstanding and 76% rated Good. 

1. https://www.gov.uk/government/publications/childrens-social-care-data-in-england-2019/
childrens-social-care-in-england-2019
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We are continuing 
to strive and aspire 
to see 100% of our 
schools rated good 

or outstanding. 

In Wales, 94% of Residential Children’s 
Homes were rated as compliant with Care 
Inspectorate Wales.

2018 also heralded the introduction of the 
new registration process for residential 
children’s homes in Wales under the 
Regulation and Inspection of Social Care 
(Wales) Act 2016.

At 31 March 2019, 84% of Keys Independent 
Schools were rated as Good or above. This 
compares favourably to the most recent 
national picture for Independent schools of 
78%. We are continuing to strive and aspire 
to see 100% of our schools rated good or 
outstanding. 

What do the regulators say?

Activity and Intervention Services
Young people make excellent progress 
because staff are talented and gifted in their 
roles. Care Inspectorate Wales

Fairways School
Parents say that they cannot fault the school. 
They are exceptionally happy about their 
children’s greatly improved behaviour both 
at home and at school. Ofsted

Albert Drive
Staff are positive role models. They 
understand the diverse communication 
styles of each young person, whether this 
is through hand signals, pictorial images 
or spoken word. This allows the staff to 
gain young people’s views and helps young 
people to make good choices. Ofsted

In July 2019, Ofsted published inspection profiles of the largest private and voluntary providers 
of children’s homes in England. 
 
This extract demonstrates that for the small group of providers with the most homes, Keys 
Group’s inspection profile at this point was 87% of homes rated good or above.

Inspection profiles of 
the largest organisations 
Figure 1a shows the 
inspection profiles of 
the largest private and 
voluntary organisations 
that own children’s 
homes as at 31 March 
2019
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Listening to our children and young people and 
encouraging them to tell us what they think 
is essential to ensuring we provide services 
reflecting the needs of those children and 
young people we support and that matter the 
most.

In late 2018 we established an online 
feedback process to make it easier for 
those we support and other stakeholders 
to comment on our work. We received 34 
responses from local authorities.

This feedback helps us examine our quality 
of service and effectively target those areas 
that require improvement. In particular: 
•  ensuring that we share and agree risk 

assessment, management plans and activity 

plans with stakeholders.
•  working to ensure that all our children 

and young people are actively engaged 
in education by improving collaborative 
working between our homes and schools.

•  sharing the children and young people’s 
outcome results through the BERRI 
assessment process and outcomes focused 
placement plans.

•  building and maintaining consistent staff 
teams and reducing the need for the use of 
agency staff.

We recognise that we can always 
improve and will continue to listen to our 
stakeholders.

Listening

I now take part in 
weekly Young People 

meetings, I complete 
weekly menus and plan 
all the fun activities 

that I want to do with 
the carers each week.

88% of respondents
Strongly Agreed or Agreed that the child or young person was happy, well cared for 
and their safety needs were being met.

82% of respondents
Strongly Agreed or Agreed that the child or young person had an individualised, 
varied and active social plan.

97% of respondents Strongly Agreed or Agreed that the home had communicated effectively.

100% of respondents
Strongly Agreed or Agreed that the home had a proactive and supportive approach 
in ensuring the children and young people’s health needs were being met.

94% of respondents
Strongly Agreed or Agreed that all untoward events relating to safeguarding matters 
are managed professionally.

79% of respondents
Strongly Agreed or Agreed that the child or young person was attending and  
engaged in education.

74% of respondents
Strongly Agreed or Agreed that as a result of the support and care provided by the 
staff team, the child or young person was making progress towards his/her agreed 
goals.

85% of respondents
Strongly Agreed or Agreed that the child or young person had positive relationships 
with consistent staff members.

25
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We have a number of other feedback 
mechanisms allowing us to hear what people 
are saying about our services. Some are at 
local service level, including group forums 
and regional platforms. We also encourage 
and support our children and young people’s 
voices to be heard in other local, regional and 
national forums too.

We also want people to tell us when we do not 
get it right. Being open to criticism and seeing 
each concern as an opportunity to improve 
allows us to continually learn and evaluate, 
looking for new ways to deliver quality services. 
In 2018, we included complaint and compliment 
management within our Radar system, 
supporting our ability to effectively manage and 
extract learning on an organisation wide basis. 

Relationships

We currently work with over 170 different local 
authorities and a myriad of other providers 
including health services, police, youth justice, 
advocacy etc. We work collaboratively, placing 
the young people at the centre of all that we do.  

“Excellent children’s home. This is one of the 
best homes that I have worked with during my 
social work career.” Social Worker.

We work alongside parents, families and carers 
of the children and young people we look after.  
We encourage those involved to engage in 
their lives.  

“Staff are fully committed to this young 
person’s needs and update me and the mother 
with every step of the child’s journey.”  Social 
Worker.

The young person placed within this provision has most certainly 
built resilience and confidence has grown. The nurturing, yet 

boundary setting care provided, has enabled and empowered positive 
progress of the young person’s plan. The staff have evidenced much 
commitment to making these changes and have encouraged the young 
person’s motivation to change, providing guidance and offering advice 

when required and also offering guidance via discussion regarding 
consequences. The young person has certainly progressed to 

developing independence and the care plan outcome is positive. The 
staff have excellent relationships with professionals and Mum and 

have always endeavoured to ensure reports are available.

A social worker said:

They made my bedroom really nice in the colour that I wanted and 
they let me buy some things for my room to make it feel nice.

A young person said:



We opened our new dedicated support 
centre in Halesowen in 2018, providing all our 
services with expert back office support.

Estates

Decorated to a high standard and tastefully 
furnished, there is a real sense of comfort, 
security and positivity within every one of our 
services as we strive to nurture every individual, 
promote their self-esteem and praise their 
achievements.

We have a dedicated team to manage our 
refurbishments and pre-planned maintenance. 
We have invested over £5m in our estate over 
the last 12 months.

Two experienced and qualified estates 
managers, along with a project director, are 
responsible for delivering an ongoing three-year 
refurbishment plan to ensure that we retain the 
best environments for the young people and 
adults we support.

Our estates team also provides support to our 
services by administering and arranging prompt 
action for any day to day maintenance requests.  
An in-house maintenance team supported by 
external specialist contractors provides a rapid 
and personal response to our services.  

In 2018/19 we were 97.4% compliant with all 
pre-planned maintenance. The remaining 2.6% 
being tasks in hand.

We have partnered with specialist consultants 
to provide enhanced guidance on fire safety for 
all our properties. 

Information Management

We are committed to ensuring the 
information we manage is processed in a 
secure manner, whether by implementing 
new systems or simply re-engineering 
processes around the Group. 

Secure WAN

A new robust, scalable secure wide area 
network (WAN) project was completed in 
March 2018. This centrally managed network 
hosted in mirrored data centres in London, 
and a disaster recovery site in Manchester, 
has provided the necessary data security and 
resilience needed. Adding to the roll-out of 
a secure network, the Group achieved Cyber 
Essentials accreditation from Agile Project 
Management Group in January 2019.

Infrastructure

A secure infrastructure based on 
the latest enterprise hardware 
and software was implemented towards the 
end of 2018. This solution uses the latest 
software from VMWare, the market leaders 
in providing virtual server and desktop 
environments. 

The approach implemented ensures that data 
never needs to leave the corporate network, 
thereby minimising the risk of data losses 
or breaches and supports compliance with 
recently updated General Data Protection 
Regulations (GDPR). It also ensures that all 
service data is stored and managed centrally, 
reducing the risk of data loss and corruption.

Infrastructure

27
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In February 2019, we formally launched our 
EPIC values. These values of Excellence, 
Passion, Integrity and Caring were 
established to underpin everything we do, 
how people act and behave. With our annual 
awards we recognise our leaders and people 
who display those values and have the 
biggest impact on the achievement of good 
quality services.

We have made significant investments in 
our people over this past year, achieved 
successes in recruitment and retention, 
as well as engaging with, inducting and 
developing existing people to have the skills 
and attitudes to deliver even better quality 
outcomes for the individuals we care for and 
support.
 
When people have the right attitudes, skills, 
knowledge and experience we effectively 
support those in our care to achieve great 
outcomes, people are happier and less 
inclined to leave, ensuring children and 
young people are supported by a skilled and 
consistent team. 

Attracting, retaining and developing talented 
people will continue to be our focus in the 
next year. As we do this, we will strive to 
continually raise standards and challenge 
ourselves to do better, to achieve excellence.

We are committed to acting with integrity to 
maintain and develop a safe culture where 
people are open and honest in their day 
to day work, where we don’t have a blame 
culture and where we all feel able to raise 
and address concerns. 

Our work to date with our circa 2000 staff 
team has produced a strong foundation on 
which we continue to build.  

Achievements in this year include:

Achievements in this year include:

•  Our total annual expenditure on learning 
and development is in excess of £1m per 
annum.

•  The establishment of the Keys Academy, 
which provides training and development 
to the whole Keys Group team and 
support to our staff to attain the necessary 
vocational qualifications. 

•  In the reporting period, we supported 510  
people through vocational qualifications;

•  412 through QCF 3 Residential Childcare 
Apprenticeship and Teaching Assistant.

•  74 through QCF 5 Leadership and 
Management and Visionary Leaders 
Apprenticeship.

•  24 through Future Leaders Programme.

•  76% of our residential home managers 
have a Level 5 qualification with 16% on 
programme and 8% to be shortly enrolled.

•  We launched a Future Leaders programme 
with some 24 middle managers undertaking 
the scheme, supporting our ambitions to 
grow our own future leaders.

•  We have linked pay and reward to the 
achievement of vocational qualifications. 
In the reporting period, we invested an 
additional £1.9 million in staff pay and 
reward.

•  We launched a benefits portal (HAPI) 
for our employees including the 
implementation of an Employee Assistance 
Programme.

•  We have invested in an e-learning platform 
to support our face to face programmes 
and to ensure effective monitoring and 
compliance with mandated training.

Leadership and people
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Learning, development and employee support

Developing and retaining people is critical to 
success. The best people to help us recruit are 
people who already work for us. We know that 
people stay with us if we develop them and 
if there is a clear career structure so people 
can see where their future may lead. We have 
most of this pathway in place and this will be 
concluded next year. This will enable anyone 
starting with Keys Group to see a career route 
starting from a childcare/education support 
worker right up to the most senior positions.

Mandatory training

In 2018, we launched our e-learning platform 
provided by The Training Hub Group Ltd.  
This platform allows all our staff to access 
mandatory training as part of our blended 
approach to learning and development, 
including in-house face-to-face learning, 
e-learning, development programmes and 
external training courses. We are committed to 
ensuring that 100% of our staff have completed 
the required mandatory training.

Induction training

Being provided with a robust induction is 
essential to ensure that our new staff receive 
the right support and information in their 
role from the minute they join Keys Group.  
We launched a new and improved induction 
programme in 2018, providing all new staff 
with a full introduction to Keys Group, to learn 
our values and ensure that they are equipped 
to start their career journey.

Employee support and engagement

In early 2019, we launched our employee 
engagement and support platform from 
the Personal Group powered by Hapi. This 
innovative app allows us to offer employee 
benefits, well-being tools, and improved 
communication. We also provide all our 
staff with access to an Employee Assistance 
Programme where staff can access help and 
support.

Human Resource Information System (HRIS)

We have invested significantly in IT systems, 
including our new HRIS and established key 
performance indicators (KPIs), facilitating the 
more effective governance and management of 
our people factors. Our new HR system, among 
other things, helps us to more effectively 
and reliably manage compliance with DBS 
monitoring and manager registration, our 
recruitment process and training compliance.  

In the past year we have:

Service Director
Level 7

Deputy Manager
Level 5

Regional Manager
Level 5-7

Service Manager
Level 5

•   Diploma in Leadership & Management
•  60 Credits equivalent to PG Cert and one 

third of a Masters degree

•   Operations/Departmental Manager 
Apprenticeship L5

• Diploma in Leadership & Management - L7

•   Diploma in Leadership & Management 
or Children & Young People and Families 
Manager - Statutory Requirement

 •   Optional Courses - Future Led or 
Operations/Departmental Manager 
Apprenticeship (visionary Leaders)

•   Diploma in Leadership & Management 
or Children & Young People and Families 
Manager

Enhanced our 
vocational 

qualification 
programmes. Started the 

Future Leaders 
Programme for

Managers.

Invested in 
an E-learning 

platform.

Embedded 
an induction 
programme.
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Engaged employees are committed and 
passionate employees, enthusiastic about 
their work, taking positive action to promote 
our vision and values. 

It is important that we are transparent in 
all that we do including understanding 

where we might do better. To support our 
commitment to transparency we introduced 
an independent, external whistle-blowing 
service to further support our people to 
confidentially raise concerns.

Managers of our Outstanding Services 
at our Conference and Staff Awards 
Ceremony in February 2019

Engagement
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Priorities for 2019-2020

Our Services
•  Continue to grow and provide more high quality services for children and 

young people to achieve great outcomes.

Therapeutic approach
•  Establish the psychologically informed process in our schools and services, 

supporting children and young people with learning difficulties.

Outcomes for children and young people
•  Implement the Young Person’s Star outcomes tool in Leaving Care Services.
•  Implement a system to establish clear education outcome data including 

children/young people who are not in education, employment or training 
(NEET).

•  Continue to develop mechanisms to demonstrate the effectiveness of our 
care, support and education to the lives of children, young people and 
adults.

Keeping Safe
•  Through the collection of data, be able to demonstrate that children and 

young people’s safety has been improved through a reduction in risks 

Quality & governance
•  Continue to develop Radar as a system for untoward event reporting, 

compliance and to continually improve and manage risk.
•  Establish a Safeguarding Sub-Committee of the Governance Committee.
•  Embed and test our corporate business contingency plans.

Inspection and regulation
•  Improve our inspection ratings across all services to further exceed the 

national average.

Listening
•  Expand our online survey to include all service provision.
•  Improve co-production and participation opportunities across all services.

Infrastructure
•  Continue to improve our pre-planned maintenance programme to provide 

the required assurances.

Leadership and people
•  Develop value based recruitment tools linked to our vision and values.
•  Implement new development pathways for our staff in education.
•  Offer Level 5 vocational training programmes for deputy managers in 

residential children’s homes.
•  Revise our supervision and appraisal process, linking it to our vision and 

values.
•  Celebrate managers and senior managers completing Future Leaders 

Programme and Visionary Childcare Programme.

Looking forward 
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Inspiring and supporting young people to live  
happy, healthy and successful lives. 

Keys Group
Maybrook House
Second Floor
Queensway
Halesowen
West Midlands
B63 4AH

t: 0121 728 7800
e: info@keys-group.co.uk

group

group group group group group

www.keys-group.co.uk
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