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Quality drives business

Quality Reputation Occupancy Financials



Can you guess?



Mind your KLOEs
1 in 5 homes have dropped in ratings (Source: CQC) 



Protect your ratings
Challenge CQC when you have to









Developing Business – Demand led



Engage, Engage, Engage…

Are you engaging with the various touch 
points? 
• Commissioners
• Health professionals
• Other professionals
• Community

Consider local demand



Market penetration example
Residential home, Surrey

Aug 2016

• CQC warning notice

• Institutional safeguarding 

• 12 out of 40 (30%)

• Private fees £500 pw

Feb 2017

• CQC – Good rating (occupancy still 30%)

Apr 2017

• 32 out of 40 (80%)

• New residents at £750 pw



Product Development example: 
Nursing Home, South East

Before

• Requires improvement

• 33% occupancy

• Max private fees £600 pw

After (post 4 months)

• Full occupancy with waiting list

• New admissions at £950+ pw



Nursing home, Surrey (25 beds)

• “Rabbit warren”

• Good rated; no reputational issues 

• Stable staff team 

• Some vacancies as difficult to 
recruit in the area

What do you think the fees are?

£2100 pw!!



Is the Enquiry Handling process robust?

• When was the last time you mystery shopped your service?

• Enquiry log: needs to work both during and out of office hours

• Consider customer service training for all staff



Challenge mindsets on fees

• Private fees: shatter the glass ceilings

• Review fees against needs

• Cost sheets: Own or locality based



Marketing

• “Invest” in marketing: 
• Online and offline

• In-home and out of home

“Invest” does not necessarily mean “lots of money” 

• Don’t underestimate low cost PR or direct marketing 



www.fulcrum.care


