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1 Introduction 

This report contains the results of an extensive consultation undertaken with Sunbeam staff, people with 

disabilities and family members. The consultation looked at strengths, challenges and potential new 

developments to inform the strategic planning of the organisation in the forthcoming years. Results are 

the amalgamation of data collected through three surveys that included the views of 236 members of 

staff, 225 people with disabilities and 112 family members, as well as twenty one-to-one phone 

interviews conducted with family members, people with disabilities and staff. The report has been 

divided in three broad areas: 

 

• Client supports 

• Family supports 

• Organisational development 

 
Each area has been divided into themes in which most relevant findings and challenges1 are outlined 

and recommendations provided. Overall the results indicated a highly dedicated team, who were 

broadly appreciated, however there were clear areas that can benefit from ongoing development, 

particularly in relation to the ongoing development of service user options and the way in which the 

organisation engages all stakeholders in change and decision making. 

2 Methodology 

Commentary from the family, staff and client’s surveys were thematically analysed in two stages. In the 

first stage, commentary was reviewed in detail to confirm the main themes. This took place until themes 

saturation was reached – this means that after 20 additional surveys no new themes were arising. At the 

second stage, the review of commentary focussed on identifying further information adding content 

and value to each of the already confirmed themes. This process was repeated for each of the surveys 

separately (staff, families and client), and then compared and merged together under each theme2. 

 

Each theme was also assigned a category according to the percentage of respondents addressing it. 

These categories help understanding the prevalence of each theme amongst respondents’ views. 

Categories were as follows: 

 
• Significant majority: when a theme was addressed or mentioned by 26% or more of the total 

respondents leaving commentary 

• Majority: when a theme was addressed or mentioned by 15% to 25% of the total respondents 

leaving commentary 

• Minority: when a theme was addressed or mentioned by 15% or less of the total respondents 

leaving commentary 

 

 

 

 

 

 

 

 
 

1 Challenges are the result of a thematic analysis of open ended questions included in the surveys as well as the 

interviews. The counting of each theme which defined whether it was a majority or a minority theme was done with 

approximately 60% of commentary which was deemed to be representative sample of the total. Challenges are 

also divided by stakeholder (i.e. staff, family members and people with disabilities) to show the difference or 

similarity in perspectives and needs in relation to each theme. 
2 Challenges mentioned were marked with a C when it was mentioned by people with disabilities, an F when it was 

mentioned by families, and an S when it was mentioned by staff, or a combination of these when mentioned by 

more than one stakeholder group. 
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3 Client supports and engagement 

3.1 Opportunities for meaningful social roles and personal 

development 
This section looks at the challenges and recommendations in relation to SHS provision of opportunities 

for personal development either in education, employment or taking meaningful roles in the 

community, as well as people with disabilities and families perspective on service provision. 

 

Survey responses 

• Between 68% and 77% of families rated Sunbeam supports in education, employment and 

participation in meaningful activities positively with 4-5 points. The area with most room for 

improvement for families is Sunbeam supporting people with disabilities to engage with 

meaningful activities, where 30% of families rating this support 3 points or below. This is also the 

support where there were the most families not giving a rating at all (43% of NA answers). 

 
• Approximately between 40 to 50% of staff evaluated positively (4 - 5 points out of 5) Sunbeam 

supports in education, employment and meaningful activities. The area that needs more 

improvement from the staff perspective is supporting people with disabilities to gain 

employment, where 64% gave a rating of 3 points or below. 

 
• For people with disabilities, employment was the area with most room for improvement when 

compared to other aspects of service delivery with just over half rating ‘Being able to go to 

work and earn money’ 3 stars or lower (56%). 

 
• 38% and 27% of people with disabilities choose employment and work and education and 

learning respectively when asked about the activities they would like to have more of in the 

service. 

 
• People with disabilities ‘having opportunities for meaningful activity’ was rated by families’ as 

their third major concern in accessing services in the future, with 62% of families being from 

moderately (34%) to highly concerned (28%) about this area. 

 
• 52% of families also expressed being from moderately (19%) to highly concerned (33%) about 

their family member ‘being able to live independently’, which even though related to having 

adequate supports may also relate to the acquisition of appropriate life skills and, when 

possible, employment. 

• People with disabilities showed there is a slightly higher preference for work roles in the area of 

cafes and food, with 37% of people with disabilities choosing this as an area they would be 

interested in. However, preference is fairly distributed among areas. In order of popularity these 

are (a list of other preferred kinds of work mentioned by people with disabilities has also been 

included in the appendix): 

o Café and food (37%) 

o Plants and gardening (27%) 

o Shop work (26%) 

o Animals and farming (25%) 

o Making things (22%) 

o Office work (19%) 

Challenges 

20% of people with disabilities (majority theme), 27% of family members (significant majority theme) and 

18% of staff (majority theme) discussed issues and development needed in this area. In the case of staff 

most comments were in reference to the area of employment. For families and people with disabilities 
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the major concern was the offer of more challenging, diverse, innovative and meaningful activities. 

Challenges mentioned are: 

 
Education and life skills training 

 

- Lack of formal education opportunities in residential services (S,F): residential staff has to  

source training and education material and allocate time to provide education and training to 

people with disabilities, however, this is highly challenging for staff as they are not trained 

educators and do not have enough time due to low numbers of staff in certain units and 

limited budget. This was particularly in relation to life skills training. It was stated this only 

happens at a very basic level with the residential staff and that people with disabilities would 

instead greatly benefit from a formal life skills training system outside of the people with 

disabilities’ homes. Some families also mentioned the offer of education opportunities can be 

restricted and happens rather sporadically. Literacy and numeracy training was suggested to 

be delivered as a ‘matter of routine’ to help people with disabilities retain what is learnt at 

school. This issue was also raised clearly in interviews, with parents highlighting that on occasion 

their children were not getting a sufficient grounding in practical life skills and literacy. 

 
- There is a lack of funding for one off individualised training courses and the staff supports 

required to access these (S): there is a need for increased funding streams in order to provide 

training courses to people with disabilities and, importantly for support from staff to attend 

courses in the community. 

 
 

- Education opportunities have potential to be arranged more efficiently within areas and 

between sections at Sunbeam (F): it was indicated the current arrangement of education 

opportunities in the service may be unnecessarily increasing costs and reducing the chances 

of some people with disabilities being able to participate of them. It was suggested that the 

“education process should be made available to different sections in Sunbeam regardless of 

people with disabilities’ ability”(Family Survey Respondent). 

 
- More availability of courses and classes in a diversity of areas (C): some people with disabilities 

would like more availability of courses and classes from a diversity of areas ranging from IT 

beginners courses for people with ID and OCR education to jewellery making and stain glass 

courses. Some also suggested the service could offer further opportunities for upskilling for 

those people with disabilities who are already working in a professional area (i.e. childcare) 

 
Employment 

 
- There is not currently a sufficiently robust job support system and/or the organisational 

resources to appropriately support more significant numbers of people with disabilities in 

finding meaningful employment (C,F,S). SHS previous dedicated supported employment 

services have been either reformed or closed (i.e. Connect). The employment service currently 

available consists of job coaches who are spread throughout the service, however, there is a 

low level of job coaches compared to services users wanting work, which means they are 

‘over-stretched’, and the support frontline staff can provide in this area is greatly limited due to 

their own time constrains and workload. There were also comments in interviews and surveys 

that coaches could be supporting more independence benefiting service users and allowing 

for case closure and taking on more cases. The lack of a robust support system with adequate 

staff availability has also created unevenness in the provision of employment opportunities as 

stated by one member of staff: "Low levels of job coaches in recent years and lack of job role 

clarification mean not enough opportunities given for people to become employed, some 

people before Covid had 4 or 5 employments and others could not get a job due to job 

coaches or staff not having enough time or opportunity to provide service." (Staff Survey 
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Respondent). This issue was consistently named as a priority for families, service users and staff 

in interviews and surveys. 

 

 
Employment opportunities offered can fall below people with disabilities’ capabilities and expectations 

(S,F): a significant proportion of staff highlighted the employment opportunities frequently available to 

people with disabilities consist of very limited roles and can in the worst case be tokenistic rather than 

genuinely meaningful (i.e. roles with no social interaction and little input from supervision or 

employment staff) and with few hours per week (i.e. one hour a week). This is the case even for people 

with disabilities who are capable of working several days a week or full time. It was acknowledged that 

there will be a broad range of skills and capabilities, and that there needs to a range of jobs types 

available, including some for services users with a high skills base. Where employment was available this 

was considered by family and services to be a core and beneficial part of the week. 

- Another well supported means for creating more opportunities was social enterprise creation, 

which had very significant support, although was also viewed as challenging model, and one 

whose success needed to be judged on the potential to provide meaningful work as well as 

cover costs of provision. 

 
- High complex needs people with disabilities are not being fully supported to take up 

employment (S): low expectations as to the client’s potential performance can mean these 

opportunities are not available for all people with disabilities. 

 

New experiences and meaningful roles (Volunteering) 

 
- Activities and experiences offered to people with disabilities can benefit from offering more 

challenging roles and creative option s(C, F): a majority of families expressed not being fully 

satisfied with the amount and quality of the activities people with disabilities can do. It was 

mentioned there are either not enough activities, or the activities provided are not sufficiently 

challenging, new, interesting or meaningful. Current activities are seen as rather monotonous 

or repeated (i.e. visiting coffee shops). These families stated a desire for people with disabilities 

to be able to take risks, and have new and diverse experiences (i.e. wood work, wood turning, 

weaving, pottery). Making the most out of the time spent in the service has special significance 

for people with disabilities who, due to their disability, can only engage in these sort of activities 

for a limited time as shown by the following quote "Our [client] only needs 3/4 hours activity 

daily due to his disability he often ends up sitting with other people with disabilities doing 

nothing" (Family Survey Respondent). 

 
Similarly, A significant proportion of people with disabilities expressed wanting the service to 

offer more opportunities to engage with a diversity of activities and also to be able to ‘go out’ 

on a weekly basis. Amongst preferred activities mentioned by people with disabilities are: 

• Music classes and events (n=3) 

• Animal therapy or activities (i.e. horses) (n=2) 

• Swimming (n=2) 

• Art therapy / Writing (n=1) 

• Cooking groups (n=1) 

• Attending Clubs (n=1) 

 
This, however, should be balanced out with enough free time in between activities. A few 

service users stated wanting more flexibility and choice as to the amount and frequency of the 

activities they are engaging with and/or wanting more ‘breaks or time to relax’. 

 
- People with disabilities can be better supported to find their motivated to engage in fulfilling 

activities (F): a few family members stated people with disabilities can be better supported 

and motivated to engage in different activities. Even when there is some degree of resistance 
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from people with disabilities, there is an expectation that staff will explore different options to 

motivate them. This is better illustrated by the following quote "little attempts to persuade the 

client to go out or do things. Staff attitude often is 'if the client does not wish to do it, leave well 

alone" (Family Survey Respondent). 

 
Offer of volunteering opportunities is highly limited (S,F): some staff mentioned part of the 

reason for this to be the case is there can be a lack of interest from people with disabilities on 

volunteering roles, and also a lack of promotion from staff meaning less people with disabilities 

benefit from this as could be possible. However, volunteering opportunities are seen by some 

families as particularly valuable for those people with disabilities who are not in the place of 

taking up employment. Staff raised the point that they are often over-stretched and cannot 

appropriately support people with disabilities (S) in taking up a volunteering role unless this is 

done on a group basis. 

 
- There is potential to reduce the administrative barriers to volunteering opportunities (S) which 

could make this more accessible to service users and time efficient for staff. 

 

Recommendations for the strategic plan 

 

Education and training 

 
- Review the provision of formal education and life-skills for people with disabilities, embedding 

the ability for people with disabilities to select their own educational pathways from a menu of 

options. This process should also ensure service users are supported to develop a basic level of 

skills to help them optimise their level of independence . 

- Reviewing the current organisation of training delivery within and between Sunbeam sections 

for cost efficiency with the aim of exploring ways of increasing the amount of people with 

disabilities participating. 

 
Employment 

 

- Redevelop an employment support programme that maximises available resources to reach 

as many service users as possible. To include prework preparation and skills development, 

individual assessment, matching and support process. The model would need to include a 

reduction in supports over time to allow for new entrants to the programme. Success to be 

measured on whether client informed goals have been met, i.e. hours and type of work. 

 
- This programme to generate meaningful employment opportunities through increased strategic 

community engagement. Ensuring employers are aware of the financial supports and non- 

financial support available. Leveraging family and friends knowledge and connections in 

relation to employment opportunities. 

 

Social enterprise 

 

- To develop and implement business plans for a small number of social enterprises that take 

advantage of existing SBH resources or capital, and provide high quality jobs for service users. 

To progress those which show promise in relation to 1) providing meaningful work to a 

maximum number of service users and 2) to cover all costs or contribute surplus to the 

development of new SE. To explore how family business expertise and connections, and 

philanthropy can support SE. 

 

Meaningful roles (volunteering) 
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- Establish SHS group based activities and individual referral routes that create opportunities for 

people with disabilities to take on meaningful roles in relation to volunteering. 

 

3.2 Access to health and wellbeing services 
This section looks at challenges and recommendations in relation to Sunbeam provision of health and 

wellbeing services for people with disabilities or support in accessing these. 

Survey responses 

• Developing a larger multidisciplinary team (i.e. with an Occupational Therapist, Speech and 

language Therapist, Psychology, Physiotherapy, Nursing and Social Work) was ranked as the 

most important strategic development for the organisation in relation to people with disabilities 

supports by staff. 

• Families were asked to rate Sunbeam support to people with disabilities in accessing clinical 

and therapy supports within Sunbeam from 1 (very poor) to 5 (Excellent). 39% rated it as 

excellent or good, 6% gave it 3 points and 18% rated with 1 and 2. Just over a third (36%) of the 

total family members who completed the survey marked this statement as NA. 

• Getting access to appropriate levels of clinical or therapeutic care (either in Sunbeam or 

through HSE) was the fifth most important concern for families (out of ten) with 57% expressing 

being from moderately (29%) to highly concerned about it (28%). In addition, 49% of families 

expressed being moderately (26%) to highly concerned (23%) about people with disabilities 

receiving not healthcare. 

 

Challenges 

Other than the need for a multidisciplinary team, staff and people with disabilities made no specific 

commentary in relation to health and wellbeing services. This was, however, a significant majority 

theme for families, with approximately 32% pointing at related issues. Challenges mentioned are: 

 
• Lack of clinical and therapeutic supports are needed, which should be underpinned by an 

integrated approach (F,C): there is absence of clinical and therapy supports for people with 

disabilities and a need for an extended multidisciplinary team in the service. Some family 

members also indicated more medical and clinical resources were especially needed in the 

organisation. Some supports families suggested could be included are: 

- Speech/communication therapies/communication skills (n=6) 

- Psychologist/counselling (n=4) 

- Physiotherapy, physical therapy (n=4) 

- Physical education/gym therapy (n=3) 

- Occupational therapy (n=3) 

- Dietician/nutrition (n=2) 

- Music Therapy (n=1) 

- Hydrotherapy (n=1) 

 
Families would like to empower staff to supporting people with disabilities’ making healthy 

eating and life style choices (F): a significant proportion of families stated people with 

disabilities are being allowed a high degree of discretion in relation to healthy lifestyle choices 

(i.e. exercise and nutrition) that in the long term can negatively affect their health. Some 

families said there is reluctance from staff to intervene in this area based on the desire to 

respect people with disabilities’ autonomy, however, this approach is not seen as appropriate 

for all people with disabilities, particularly those without a full understanding of implications. 

Staff being mindful and actively supporting nutrition and exercise good practice both in 

people with disabilities’ daily life and at special occasions (i.e. events and celebrations) was 

suggested. 

 
• Some staff are on occasion not sufficiently informed on client’s health situation and 

background and are not therefore adequately responding to needs (F): this may happen 



9 

First Draft 

 

 

because staff are not always sufficiently informed on specific people with disabilities’ needs 

before the start of shifts (i.e. not thoroughly reading health plan or past notes or because of 

locum staff). This is of particular concern for families whose relatives have significant health 

issues as illustrated by the following quote “they have little idea about nutritional needs [of 

client]. Few of them understand the type of catheter holder that works best for my family 

member” (Family Survey Respondent) 

 

Recommendations for the strategic plan 

- Over the coming years to strengthen the integrated multidisciplinary team i.e. Occupational 

Therapist, Speech and language Therapist, Psychology, Physiotherapy, Nursing and Social Work 

 
- Review and update systems for staff handover and clarify responsibilities for staff to update 

themselves on people’s case files and personal preferences and needs 

 
- Sunbeam House to support staff through training/policy in relation empowering services users 

to make healthy lifestyle choices while supporting autonomy, and to work collaboratively with 

family members on this. 

 

3.3 Opportunities for social connection and participation in the 

community 
This section looks at challenges and recommendations in relation to SHS provision of high quality 

opportunities for social connection and participation in the community 

Survey responses 
• Overall, staff rated Sunbeam supports in relation to social connection and participation in the 

community with lower scores than did families and people with disabilities. 40% to 60% of staff 

rated the different aspects of this area with 3 points or below. The aspect considered as in most 

need of improvement is Sunbeam supporting people with disabilities in making friends and 

connections with people in the community. 

 
• Even though more than 50% of people with disabilities and families rated these supports 

positively, the provision of opportunities for social connection and participation in the 

community still have room for improvement. Around 40% of people with disabilities think the 

frequency with which they see their friends and with which they do things in the community 

could be improved. It should be noted that Covid may have impacted on these results, 

however in interviews with service users where pre Covid was discussed there was also a clear 

desire for more opportunities for social connection. In a similar fashion between 17% and 34% of 

families rated Sunbeam supports for supports service users to actively participate in community 

life, make friends and connections with people in the community and with others in Sunbeam 

at 3 points or below. 

 
 

• When asked about the four activities they would most like to have more of, 78% of people with 

disabilities selected outings and events with friends, making this activity the first most popular 

option. Other preferred activities were: more community events in Sunbeam (42%) and, to a 

lesser extent, joining community groups or clubs (33%). Using technology to communicate, on 

the other hand, was the second least popular choice with 23% of people with disabilities 

selecting this option as something they would like to have more of. However, this option was 

considered, by staff and family, as a cost efficient option for extending connections, when 

combined with face to face to opportunities to meet also. It was noted that video lessons and 

group activities done online could replace all or most engagement (following covid) but online 

options could extend options for all people with disabilities as a part of their weekly schedule. 
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• Having the chance to develop meaningful relationships was amongst the three least important 

concerns of families in relation to their family members access to services in the future (out of a 

list of ten). 49% of families expressed being from moderately (34%) to highly concerned (15%) 

about this area. 

 

Challenges 

Opportunities for social connection and participation in the community was a minority theme for staff 

(11%), and a majority theme for people with disabilities and for families (20%). Challenges mentioned 

are: 

 

- Covid and The closure of day services has greatly affected the possibilities of social 

connection for people with disabilities (F,S): This means both that previously established 

connections and friendships are getting lost, and that people with disabilities have now 

decreased possibilities of developing new relationships. To this is added a lack of alternatives 

from the service to avoid the community and social links created from continuing to weaken. It 

was understood that Covid19 has made much of this unavoidable, however it highlights the 

need for SBH to address these issues once it is possible. 

 
- There is a need to improve the structure to of social supports (C,F,S): enhanced commitment 

and drive to support people with disabilities in creating social connection in a structured way is 

needed. From the families’ perspective, the provision of social opportunities and community 

engagement is an area that should be part of a greater renewal plan. More opportunities for 

social engagement are seen as key to maintain peoples wellbeing. Some people with 

disabilities are at high risk of social isolation (i.e. people with disabilities that are reclusive and 

need to be highly motivated to engage with others), some others are at risk of losing the 

progress they have made in terms of social skills, and there is also a concern that the lack of 

social interaction may in the medium-long term impact people with disabilities’ mental health 

(i.e. Depression). 

 
This is further supported by people with disabilities, of which a high proportion mentioned 

wanting more opportunities for social connection either engaging and meeting new people in 

the community and/or meeting more frequently with friends and others at Sunbeam. People 

with disabilities suggested increasing opportunities to participate on day trips, cinema trips, 

lunches with friends, shopping, evening outings or visits to other houses in SHS complex or units. 

 
- The business model (HSE funding) often does not provide sufficient funding to support people 

with disabilities’ participation in the community (i.e. enough available staff, enough time or 

enough flexibility in working hours) (F,S): this may particularly affect non-residential people with 

disabilities as most community activities happen outside of staff working hours, and families, 

friends are often working, have other commitments or are too exhausted to facilitate people 

with disabilities’ community participation in the evenings. Some families also stated a lack of 

staff meant the initial full time or 1 to 1 assistance required by people with disabilities to gain 

confidence in participating in the community and engage socially is not always available, and 

that even though efforts have been made by the service, support in this area is not offered in a 

consistent fashion. Some staff also pointed at the fact that this lack of resources has also led in 

some occasions to low staff morale. 

 
- The potential to create social connections amongst people with disabilities within Sunbeam is 

not always being leveraged (S): some staff indicated people with disabilities are not 

connecting as much with each other as they could at Sunbeam, and that more effort could 

be done in arranging activities that allow people with disabilities to get together. Family 

members and services within the interviews highlighted that friendships/ proximity and 

engagement with other service users in Sunbeam was the most rewarding aspect of the week 

for the service user. 
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- The management of the Befriending scheme will benefit from review and improvement (i.e. 

Friends in deed)(S): some staff maintained there has not been sufficient support for staff 

wanting to use this scheme and that the process to manage the initiative has not been 

sufficiently structured. However, staff acknowledged that, efficiently run, the scheme has great 

potential to lead to positive outcomes: "It’s a real way to access [the] community and make 

friends and connection as I've seen how well it works when it happens" (Staff Survey 

Respondent). 

 
- Negative social views of disability are still a significant barrier to full integration (S): members of 

the community still treat differently people with disabilities, and have avoidance behaviours or 

negative attitudes (i.e. using inappropriate language) towards people with disabilities. 

 
Making friendships may not be an adequate focus for some people with disabilities with high 

complex support needs (S), for instance, people with disabilities that are not verbal. Going to 

certain places such as cafes with regularity may increase familiarity (i.e. people get to know 

people with disabilities, greet them and have small chats), however, making friends or deeper 

involvement in the community may be beyond people capacity and social activities, to be 

meaningful, need to be staff led. 

 

Recommendations for strategic plan 

- Further develop processes to match people social goals and need to specific activities 

designed to support people with disabilities in creating and maintaining social links. This is to be 

done in conjunction with initiatives that challenge stereotypes and stigmatisation in the wider 

community (J Suggestion). The strategy could benefit from developing different focuses 

according to people with disabilities’ needs, desires and ability 

 
- Generate more social gatherings for people with disabilities in Sunbeam and other disability 

services i.e. information nights with guest speakers and social events (i.e. drama, music, 

cinema, dance nights) (Staff and family). 

- Explore options (i.e. schemes) to allow people with disabilities, who wish so, to move 

throughout services to have new living experiences and meet new people 

3.4 Access to respite 
This section looks at challenges and recommendations in relation to SHS provision of respite and breaks 

for people with disabilities, and families and client’s perspective on the need for this. 

Survey responses 

• A majority of staff (74%) rated Sunbeam’s supports in accessing respite and breaks with 3 points 

or below indicating this is one of the areas of service delivery that requires the most 

improvement. Even though not a majority, a significant proportion of families, excluding those 

who marked NA, also scored this area with 3 points and below (44%). 

• When asked about the four activities they would most like to have more of, 61% chose time 

away, including respite and nights away with friends. This activity was the second most 

selected amongst people with disabilities when compared to the rest of choices. Additionally, 

34% of people with disabilities said they would like to have more of their own space. 

• People with disabilities having access to respite was rated as the sixth major concern (out of 

ten) for families, with 53% expressing being from moderately (26%) to highly concerned (27%) 

Challenges 

Challenges related to people with disabilities’ access to respite and breaks were a majority theme in 

the survey commentary for all staff, families and people with disabilities with approximately 19% to 23% 

of respondents pointing at related issues. Overall, staff and families considered this to be an area of 

particular concern since there is limited respite, breaks and holidays opportunities for people with 

disabilities. The internal respite services are busy and have long waiting lists, which have left some 
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people waiting over years with no success. Breaks, holidays and respite opportunities offered are also 

considered to be unevenly distributed. 

 

- Current service arrangements in relation to paid working hours and time management for staff 

to support people with disabilities’ holidays makes the offer of these opportunities difficult (S,F): 

one of the core issues mentioned is the organisation not offering staff paid working hours (i.e. 

overnight shifts) and/or Time in Lieu to support people with disabilities during holidays. Breaks 

only being allowed at no additional cost for SHS, means also that people with disabilities ,  

have to cover staff accommodation, which is too expensive for some families. Furthermore, 

financial and logistic barriers to access breaks and holidays increase the more support the 

service user requires greatly affecting most medically vulnerable people with disabilities and/or 

people with disabilities with high complex needs . 

 
- Day service closure implies people with disabilities breaks’ at these services are no longer 

available (S): the closure of day services means people with disabilities’ breaks in these settings 

cannot take place anymore. 

 
- Lack of available staff in residential services (S): lack of staff in residential services means there 

are not always enough key workers to cover those who go on holidays with people with 

disabilities. However, accessing respite for residents is seen as particularly relevant to help 

alleviate the negative impact resulting from incompatibilities between people with disabilities 

living in the same residential location. 

 
- The process to plan breaks and get approval from the financial department is long and difficult 

(S): a cumbersome process has the unintended consequence of putting off staff from wanting 

to plan trips. 

 
- Financial constraints and lack of available resources (S) 

 
- 

- People with disabilities’ lack of choice in relation to holidays and breaks destination and 

preferred company (S). 

 

Recommendations for the strategic plan 

- Work with all stakeholders to further develop the respite policy and to communicate this clearly 

to all stakeholders, working closely with the HSE who fund this option (S) 

- Consider the possibility of supporting family to fundraise for holidays 

 

3.5 Access to housing and residential services 
This section looks at challenges and recommendations in relation to SHS housing supports or residential 

services. 

Survey responses 

• From the total families that use SHS housing and residential services3, over half (65%) are 

satisfied with Sunbeam support and 28.50% rate the service from very poor to poor. Half of 

families did not provide a rating on this support. 

• The evaluation of staff on Sunbeam’s supports in accessing housing and residential services is 

less positive, with a majority (70%) rating it 3 points or below. 

• Having access to their own house or to a house with friends was the least popular choice 

amongst people with disabilities when asked about the four things they would like to have 

more of, with 20% of people with disabilities choosing this option. 

 

 
 

3 Excluding those families who marked NA 
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Challenges 

Access to housing and residential services was a majority theme for families and staff, both each with 

25% of respondents addressing related aspects, and a minority theme for people with disabilities (14%). 

It was also the most mentioned theme by staff whose views seem to indicate this area is one of the 

major challenges for the service. Challenges mentioned are: 

 

- In a competitive housing market access to housing from the council and other means is 

restricted (S,F): Some staff pointed that only small amount of people with disabilities are being 

able to access their own housing. It was also mentioned there are long waiting lists in which 

people with disabilities have had to wait up to 9-10 years to receive housing support. 

Furthermore, three members of staff stated that long waiting periods can put people with 

disabilities into highly critical situations as circumstances change for families and people with 

disabilities (i.e. ageing, increased behaviours, family situation changes). This is better illustrated 

by one member of staff who stated being aware of a client who has been on the housing list 

for many years and “who’s remaining parent, at 84 years old, is very anxious for her daughter 

to avail of a residential placement before she passes” (Staff Survey Respondent). Furthermore, 

it was reported that difficulties accessing housing can continue when agreements between 

Sunbeam, HIQA, people with disabilities and families have already been reached due to 

delays from the HSE or access to housing stock. 

 
- Lack of choice and people with disabilities having to live in less than optimal living 

arrangements (C,S,F): a high proportion of staff pointed people with disabilities are not able to 

able to choose where they live or with whom they live. This is a major challenge for the service 

which, in some cases, and can be linked to safeguarding issues as people with disabilities are 

having to live with housemates who are not a good fit (i.e. bullying). There are reduced 

possibilities to help people with disabilities who are unhappy with their living arrangements to 

move somewhere else for long lengths of time, because housing transfer opportunities are 

limited and the process is slow. People with disabilities expressed wanting to have more input in 

the choosing the people they live with and the type and style of house they live in. 

 
- Staff needs to be better explained rationale of decision-making in relation to relocation of 

housing (S): some staff do not have sufficient clarity on the organisation’s rationale when 

deciding how residential spaces and/or transfers and relocations for people with disabilities in 

inappropriate housing are allocated. 

 
- Families and people with disabilities are not always adequately followed up by the service 

(S,F): some families mentioned not receiving a response or ‘not hearing back’ from the service 

even years after requesting access to housing or people with disabilities being included on the 

list. The lack of communication leaves families in an uncertain ground. 

 
- Housing facilities need improvement (C,F,S): some housing facilities are not in adequate, for 

instance, are not fully adapted to accommodate the needs of people with mobility issues (i.e. 

wheelchair users, availability of rails and wet rooms, no stairs), providing a sufficiently high 

quality home environment (i.e. too little small bedsits), or having a design or structure that 

facilitate or encourage social interaction. This was further supported by people with disabilities 

who mentioned a diversity of aspects that could be improved including: 

o Better accessibility of spaces and facilities (i.e. for wheelchair users) 

o Extra living space and less people living together in the same space, less housemates 

o Better general conditions of bedrooms (i.e. size, painting and furniture) 

 
- A need for future planning for residential housing to meet client’s changing needs (S,F): making 

provisions and plans to meet future needs and requirements of people with disabilities in 

relation to housing is considered to be paramount. Houses that are assigned to a client may 

not be fit for purpose as the client ages or as their needs change (i.e. older people with 

disabilities who develop a health issue may need to move from upstairs bedrooms to 
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downstairs or people with disabilities who have a disability that increases the complexity of 

needs over time). 

 
- Not fully suitable selection process to match people with disabilities with housing(S,F): some 

staff stated that people with disabilities being assigned inappropriate housing could be partly 

due to issues in the selection process. It was suggested this process could be reviewed to 

ensure it is more thorough in the consideration of people with disabilities’ needs to find places 

that suit them physically and personally. 

 

Lack of clarity regarding the process that families and people with disabilities need to follow to access 

housing (F): this can be, for instance, steps and main contact point in the service if needing further 

clarification or support. People with disabilities’ access to housing is also considered to be highly 

affected by external constraints, which include lack of funding from the HSE and a shortage of housing 

locally for residential services. However, it was also recognised SHS has the capacity to find ways of 

reducing reliance on HSE and CAS for the provision of housing supports. 

 

Recommendations for the strategic plan 

- Develop strategies/ partnerships with external stakeholders to find ways of sourcing alternative 

housing options. To be led by a team dedicated to SSDL (Self-directed Living) to advance a 

de-congregation strategy that actively looks and works towards finding new accommodation 

options. 
- Clarify the internal process whereby people with disabilities are prioritised for a residential 

placement i.e. providing a step by step guidance document for families 

- Review the process to ensure this enshrines integrating people with disabilities’ preferences and 

needs and of providing people with disabilities with choice, when conditions allow 

- Set up a working group to address people with disabilities’ needs in the area of housing and 

ageing with representation of families, people with disabilities and HSE (Family suggestion) and 

develop a long term vision plan for housing supports that considers changing needs of people 

with disabilities, i.e. creating a long term investment plan to modify residential houses to better 

suit people with disabilities' needs including provision for adjustments that will need to be done 

in the next 5 to 10 years as client age and needs change. 

3.6 People with disabilities’ involvement and engagement in decision 

making and organisational processes 
This section looks at challenges and recommendations relating to SHS consultation and involvement of 

people with disabilities in decision making processes relating to service delivery as well as the 

management of communications (i.e. informing people with disabilities on a timely manner of relevant 

information). 

 

Survey responses 

- 58% of people with disabilities rated Sunbeam’s communication on changes with 4-5 points, 

24% with 3 points and 18% with 1-2 points, which indicates this is an area that could greatly be 

improved. Families, in contrast, had generally a more positive overview of this with 71% 

agreeing that their family member is communicated service changes well. 

- 70% of families feel that management put client’s needs first in their decision making. 

- When asked about four activities they would most like to have more of, 10% of people with 

disabilities chose a chance to be a leader in Sunbeam through Viewpoint. This was the least 

preferred activities when compared to the other options available. 

 

Challenges 

Client’s consultation and involvement in decision making was a minority theme in the survey 

commentary, with approximately 4% of staff and people with disabilities, and 1% of families mentioning 

related issues. Challenges mentioned are: 
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- There is a need to increase consultation with people with disabilities (C, S): some people with 

disabilities expressed wanting the service to increase consultation and be more inclusive of 

their voice when taking decisions, a view that was shared by some members of staff. Indeed, it 

was indicated decisions relating to service delivery could greatly benefit from incorporating 

people with disabilities’ perspectives. Without consultation, the organisation misses the 

opportunity to understand the diversity of backgrounds and skills in people with disabilities 

which is key to ensure options offered by the service are not being restrictive or limited. This is 

the case, for instance, in the employment area. A significant strength in this regard is the 

inclusion of people in viewpoint on recruitment panels. This was considered a very beneficial 

and innovative actions to empower service users. 

 
- People with disabilities are not always communicated changes in the service (C,S): some 

people with disabilities stated the service could take more efforts to keep them informed and 

‘in the loop’. A member of staff indicated insufficient communication has been particularly 

the case in relation to changes introduced after people with disabilities returned from the 

lockdown, with some not being provided with full information on new locations and supports 

available. Staff also pointed at the crucial importance it has for people with disabilities to be 

allowed time to implement, assimilate changes after being informed. 

 
 

- Information is not always provided in an accessible way (C,F): it is important the service ensures 

that relevant information on service delivery changes or updates is being provided in an 

accessible way to people with disabilities. This is particularly important for those people with 

disabilities who have an impairment that makes it challenging to fully understand information in 

the traditional ways (i.e. spoken). One family member, for instance, whose relative has a 

hearing impairment said that even though their relative is being provided with the information, 

she/he normally “has little idea of what is going on" ( Family Survey Respondent). Some people 

with disabilities suggested having easy read, picture-based information formats. However, it is 

recommended the service has a range of options that are responsive to the communication 

needs of different types of disabilities, and these avoid being patronising. 

Recommendations for the strategic plan: 
- Develop a communication policy for engaging all stakeholders in consultation to inform 

decision making and change. This should clarify how people with disabilities, family and staff 

are engaged in informing decisions, and are well communicated to when decision are made 

and when change is required. 

- Strengthen Viewpoint and its role in decision making building on its significant achievements to 

date, this to be done in way which ensures people with disability from all services/locations are 

supported to engage. 

 

3.7 Safety / safeguarding 
This sections looks at challenges and recommendations in relation to the processes that exist to ensure 

the safety/wellbeing of people with disabilities. 

 

Survey Responses 

- Safety/safeguarding is the most positively evaluated area in Sunbeam’s service delivery. 90% 

of staff rated Sunbeam’s supports in keeping people with disabilities safe with 4-5 points, and 

none rating it below 3. 

- High positive ratings for the service in this area were also the case in families with 90% rating it 

with 4-5 points. Furthermore, safety/safeguarding was the second least important of families’ 

concerns in relation to the people with disabilities’ access to services in the future. 58% 

expressed being from not concerned at all to less than moderately concerned about it. 
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Challenges 

Aspects relating to client’s safety and safeguarding were a minority theme for both staff and families. 

For staff, safety and safeguarding issues were mainly related to client’s access to suitable housing (i.e. 

conflict with housemates).. For families, there were only two challenges mentioned each by one survey 

respondent: 

 

• Inadequate overnight staffing provision in residential services may mean there is no readily 

available back up which leaves people with disabilities in a potentially unsafe situation, if 

someone needs to be taken to hospital in an emergency or unplanned situation. 

• Some people with disabilities with mobility impairments (i.e. wheelchair users) may feel 

vulnerable when sharing areas with other ambulant people with disabilities (i.e. intellectual 

disabilities 

 

3.8 Future planning 
This sections looks at challenges and recommendations relating to planning for the future of people 

with disabilities i.e. long term care plans when families are not there. 

 

Survey Responses 

- 69% of families expressed being from moderately (30%) to highly concerned (39%) about the 

future security of people with disabilities when they cannot be there anymore to support them, 

making it the most prevalent concern among families. Similarly, the second most prevalent 

concern was people with disabilities receiving appropriate supports in the future do their needs 

become more complex. 61% of families rated this from moderately (19%) to highly concerned 

(42%) 

 

Challenges 

For families, future planning was an area of major concern with 25% of respondents mentioning related 

aspects . The view is that there is a pressing need, to undertake long-term planning, secure funding and 

make provisions which can ensure people with disabilities’ needs will be met in the future. These 

concerns are particularly strong in the area of health (i.e. people with disabilities needing high levels of 

support to access health such as escort to medical appointments, having adequate care as health 

deteriorates), housing (i.e. accessing a residential placement) and social connection (i.e. reducing 

social isolation). 

 

Recommendations for the strategic plan 

- Set up a strategic working group to address aging of people with disabilities’ in the area of 

housing and ageing and develop a range of measures to ensure that Sunbeam House is clear 

on what it can do and how it optimise supports for an aging population of service users. This 

group to develop a policy that highlights how staff and family should work together on this 

issue. 

- Develop an information booklet for families to empower them in relation to supporting and 

making provision for their family member with disabilities as they age and working alongside 

Sunbeam House to advocate for the needs of their family member. 

3.9 Accessibility and quality of services: Service delivery model, staff 

availability and approach 
This section looks at the challenges and recommendations in relation to the level of accessibility and 

quality of services on the aspects of service delivery model, staff availability and approach. 

Survey responses 

- The vast majority of people with disabilities expressed being highly satisfied with staff at 

Sunbeam with 88% giving it a rating between 4 and 5 stars out of 5. Only 3% gave it a rating of 1 

to 2 stars and a further 9% of 3 stars. 
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- Ratings of frontline staff approach and commitment with a high quality service were also 

significantly high from the families perspective. 85% and over expressed feeling frontline staff 

are caring and kind, go the extra-mile, ensure they are informed about people with disabilities’ 

needs and wishes and put people with disabilities’ needs first in their decision making. 

- Similarly, over 90% of staff think their team approaches people with disabilities in a non- 

judgemental and open way and is committed to high quality service delivery most of the time 

(frequently, usually and always). 

- Even though positive, there is still room for improvement in both families and staff perception of 

management’s approach (i.e. being caring and kind and committed with high quality service 

delivery). 

- Both families and staff results, the latter more than the former, indicated Sunbeam support in 

helping people with disabilities make genuine life choices could be improved. 58% of staff and 

33% of families rated this 3 points or below. 

 

Challenges 

This was a minority theme for staff (14%) and people with disabilities (7%), and, a majority theme for 

families (27%). Challenges mentioned are: 

 

- There is a need to continue to strengthen the person-centred approach of the service (C,F,S): 

some staff highlighted that the services ability to facilitate people with disabilities to make their 

own life choices and achieve their goals could be further improved, and suggested that the 

person centred approach focus of the service needed to be made more tangible. This means 

staff increasing their openness to take on the challenge of helping people with disabilities 

achieve their own goals, not providing the same supports to groups of people with disabilities 

without understanding needs and preferences (‘one size fits all’), fully informing them of the 

options they have, ensuring choice is being provided in a genuine way, and actively listen to 

people with disabilities. The importance of the person centred approach being embedded in 

service delivery and not limited to following a formal process Is best illustrated in the following 

quote: 

“Though we ask people with disabilities what they want through the PO system, 

there is not always evidence that we follow through on this by providing individual 

supports to make these choices happen" (Staff Survey Respondent). 

 
For some family members, this is reflected in people with disabilities’ having plans that do not 

reach a full stage of implementation. It was also highlighted by staff that following too strictly 

HIQA and New directions interpretation of supports, posed the risk of overlooking the diversity 

of people with disabilities’ needs and desires. 

 
- The funding model restricts the staff and resources available to provide optimum 

implementation of care plans, in relation to more time intensive activities such as employment, 

respite and supporting social engagement (F,S): this issue was mentioned in relation to specific 

services (i.e. supporting people with disabilities to access meaningful employment and/or 

accessing respites) but also pointed in general as a common issue affecting the capability of 

the organisation to provide the level of individual supports required. This applies to day services 

and also residential services, where the organisation of activities outside of the unit is  

sometimes hindered by the lack of staff to cover those who are out. This is better illustrated by 

the following quote: 

"staff [is] unable to support people with disabilities in the community as there are 

not enough staff left back on unit. There have been examples of situations when 

an outing has been planned and organised and put off at the last minute as 

there were not enough staff to cover the unit. This has also happened when a 

client wants to participate in a particular course or class in the community which 

might only be scheduled one particular time and day per week , but cannot be 
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accessed as it is a particularly busy day on unit and staff support is not available." 

(Staff Survey Respondent) 

 

Similarly, a high proportion of families expressed thinking the service is under-resourced to 

appropriately support all people with disabilities and implement care plans. Staff pointed to 

some effective supervision plan supervision processes being trialled in parts of Sunbeam 

House, that could be further rolled out and which have had very good outcomes in relation to 

ensuring there is are sustained and considered efforts to best use resources to meet client  

care plans. 

 

- Enquiries and requests to access specific services are not always adequately managed (F): 

some family members, who have been seeking support with an specific area for a period of 

time or have submitted enquiries, and have not gotten an appropriate response from the 

service. This may mean there is a delayed or no answer to the request, or that it is dealt with 

lightly without a follow up process. This issue was also noted as existing, in some instances, at 

high levels of leadership in the organisation. with One family member also indicated the staff 

approach responding enquiries had been at times negative. Even though, this was rarely 

mentioned in commentary, with the opposite being the rule (i.e. staff being kind and helpful) it 

does indicate a need to ensure all staff have clear guidelines on responding to family 

members, and timelines for this, and support / training for engaging times when there message 

coming from HSE or other services is not a positive one. 

 
- High staff turn-over /staff changes can weaken trust on the quality of the service and can make 

communication between families and the service more difficult (F,C): staff turnover can affect 

the quality of the relationship between family and services users and the service, since it can 

cause reservations in families on the preparation and knowledge of new staff to respond to the 

people with disabilities’ needs (i.e. having thorough understanding of the client’s specific 

health needs) and also be perceived negatively by people with disabilities. The experience of 

staff change was described by some family members as ‘confusing’ or ‘disruptive’, and also as 

affecting the fluency and consistency of communication between staff and family regarding 

the people with disabilities’ progress, needs and other relevant information. 

 
- Overprotective approach with people with disabilities (S): a few members of staff 

mentioned that at times people with disabilities were being over-supported or over- 

protected, indicating a need to enhance the focus of the service on empowering 

people with disabilities. Family members also commented that risk assessments and 

the actions steaming from the can inadvertently reduce options for services users. 

 
- More one to one support with key workers (C): some people with disabilities stated 

wanting increased one to one support with staff. 

 
- Service provision could benefit from increased health specialists input (F): a low 

proportion of family members stated that service provision needs an increased input 

from MDT specialists or more of a ‘nurse approach’ for higher need clients . 

 
- Increased skills in sign language and LAMH in staff is needed (C,F): some family 

members and people with disabilities said there is a lack of trained staff in sign 

language and LAMH. 

 

Recommendations for the strategic plan 

- Revise and further develop and imbed the individualised/person centred approach in 

Sunbeam’s service delivery model. The strengthened approach should encourage choice, 

autonomy and involvement of people with disabilities in the supports they avail of and the 

development of their own lives, and discourage or avoid group thinking and people with 

disabilities’ decisions being over-influenced. This would also require reviewing the day service 
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model that currently operates in residential services, and any changes made to the service as 

a result of Covid19. 

 
- Ensure all staff have clear guidelines on responding to family members, and timelines for this, 

and support / training for engaging when the message coming from HSE or other services is not 

a positive one. 

 
- Review, promote and monitor the implementation of a education/training and support model 

that prioritises life skills, including literacy and skills related to living and travelling. 

 
- Gather data to support advocacy with the HSE when the funding model is falling short, and 

resulting in clients not having appropriate staff supports to allow for care plan goals to be met. 

 
- Ensure staff training and capacity building includes ensuring staff have an appropriate skills mix 

including: engaging with parents to support collaboration, sign language and LAMH, 

supporting and motivating people with disabilities to make healthy life choices, while 

maximising independent decision making. 

 
- Explore methods to ease the transition from child to adult services to ensure that people needs 

are meet and engagement maintained throughout this period. 

 
- Review staff supervision processes in relation to care planning, and introduce across the whole 

organisations managerial practices that have shown to be most effective. This to include 

managerial support and guidance on when to involve specialists and how to overcome blocks 

and barriers as well as guidance on optimal engagement with families. 

 

3.10 Accessibility and quality of services: service infrastructure 
This section looks at the challenges and recommendations in relation to the level of accessibility and 

quality of services in aspects of the service infrastructure including available open services, opening 

times, suitability of buildings and transport. 

Survey responses 

• 66% of people with disabilities rated with a 4 to 5 points the rooms they use at Sunbeam, 20% 

rated it with 3 points and 14% with 1 and 2 points. 

• In relation to transport, a significant proportion of people with disabilities rated it with low 

scores, 28% with 1 to 2 points and 15% with 3 points. With just over half showing being satisfied 

or highly satisfied with it (57%) 

• 31% of people with disabilities rated the amount of time they can attend to Sunbeam 3 points 

or below, 14% with 1 to 2 points and 17% with 3 points. 

 

Challenges 

The accessibility and quality of the service in terms of its infrastructure, including open services and 

opening times, and suitability of transport and facilities, were a significant majority theme for people 

with disabilities (33%) and families (32%), and a minority theme for staff (13%). A key challenge was the 

recent closure of day services (related to Covid 19) and the consequences that these has brought for 

people with disabilities. However there were also concerns relating to the availability and quality of the 

service’s transport and to, a lesser extent, to the suitability of some Sunbeam facilities for people with 

disabilities (i.e. those who have mobility impairments). Challenges mentioned were: 

 

- Recent changes to day services (some of which are related to Covid19) have left some people 

with disabilities without sufficient support (C,S,F): it was mentioned some of the day services 

had been either closed, relocated to residential houses or moved to new premises located 

further out of the community or not fully suitable. These have greatly affected people with 

disabilities’ ability to avail of supports and engage in meaningful social interactions. Amongst 
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the negative consequences some staff and families have observed in people with disabilities, 

particularly in relation to the closure of services and/or reduced service hours, are lack of 

motivation and increased anxiety, with some people with disabilities being reported to be 

spending days on end in bed. The multiple ways in which the changes in day services have 

been noticed to cause disruption is best illustrated in the following quotes: 

 
"[The] level of service provided to [the client] on a daily basis has 

reduced considerably. From a 5 day week and transport to a 2 day 

week (for 2 hours only) with no transport. This takes the meaning out of 

life for [client] as he has less purposed activity provided and had limited 

time with peers and friends. This will eventually lead to more isolation for 

him and less integration into the community" (Family Survey Respondent) 

 
"The recent decision to not reopen the residents day services has 

significantly reduced our people with disabilities opportunities to engage 

in social interactions with their peers and have access to training and 

educational resources appropriate to their support needs. People with 

disabilities have told me every day how much they are missing their 

friends and the variety of staff to interact with and do activities. They are 

spending too much time at home" (Staff Survey Respondent) 

 
Some people with disabilities, staff and family members also indicated that dissatisfaction with 

changes to the service have come as a result not only of modifications to day services but also 

to a gradual closure or removal of activities and facilities that has happened in the recent 

years, which in some cases has left people with disabilities feeling there is a void in services as 

illustrated by the following quotes: 

 
“SHS closed the metal work and wood work (…) and offered no 

alternative (now don’t see friends). Gym is gone from SHS. Football is 

gone from SHS” (Client Survey Respondent) 

 
“So many valuable amenities were taken away that some people with 

disabilities reflect on as being a good period in their lives, Kiosk on sea 

front etc. By taking these things away we have segregated and pulled 

out people with disabilities away from the public.” (Staff Survey 

Respondent) 

 
It was also indicated there may be a sense of inequality in people with disabilities’ access to 

supports with some being able to avail of physical day services and some others not. 

Importantly, it was highlighted by some people that they feel this may be partly depending on 

the ability of the people with disabilities’ family to make themselves heard. 

 
For families, the services cutback, without available alternatives or replacements, 

have caused great uncertainty and concern of future further reductions. 

 
- Increased hours of support or access to services is needed (F,C): some people with disabilities 

and family members highlighted the amount of time provided to people with disabilities to be 

supported to access services or peers is not sufficient (2 - 4hrs a week) and expressed a desire 

for this to be extended. This is related to the necessity for funding model changes and required 

advocacy with HSE on this point. 

 
- Increased flexibility in day services opening times (C,S,F): the opening times being rigid do not 

allow for staff to provide support in activities that happen outside of the normal working hours, 

particularly, evening social outings or educational activities. 
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- Access to transport needs improvement, however it is noted that HSE often funding does not 

extend to provision of transport (S,F): some staff, family members and people with disabilities 

mentioned transport was either too old, not always being adequately maintained or 

insufficient particularly under the new circumstances where day services are being provided 

from home the reduced transport is considered key as it acts as a barrier for people with 

disabilities to be able to engage in meaningful activities, access employment and health 

services. People with disabilities made specific mentions of improvements in transport needed, 

these are: 

• Increasing shared transport options in the community (i.e. bus, van) to facilitate access to 

the local community, day trips or outings with friends 

• Increasing wheelchair accessible transport availability: for some people with disabilities 

who are wheelchair users, possibilities to engage in activities is being limited to contextual 

conditions (i.e. local public transport being available, weather), some also expressed not 

being able to travel in staff cars or experiencing difficulty in doing so (i.e. needing support 

getting in and out of the car). 

 
- SHS building require adaptation for people with mobility issues (S): some staff pointed this will 

be an area of increasing concern in the near future due to ageing people with disabilities and 

reduced funding to do physical modifications. 

 
- The maintenance department requires additional resources and systems improvements (S,F) : a 

minority of staff and family members indicated there were issues with the maintenance of 

facilities and with the ability of the maintenance department to complete jobs in an adequate 

time which means people with disabilities are having to wait, sometimes, for months for work to 

be completed. It was also added the service should have a zero tolerance with low house 

maintenance aspects such as mouldy walls, torn furniture, and drafty windows. 

 
- It would be beneficial to improve available disability aid equipment and technology: some 

people with disabilities mentioned different types of equipment the service could either 

improve or acquire. These were: 

• Increased selection of sound equipment for Sunbeam 

• More sensory equipment 

• Upgraded eye gaze for communication i.e. computerised eye gaze 

• New wheelchair or powered wheelchairs 

 

Recommendations for the strategic plan 

- Review/evaluate the recent day changes made over Covid, with the engagement of all 

stakeholder groups to ascertain what aspects are beneficial and what aspects have reduced 

quality of services, Over the coming period until the Covid 19 changes are no longer required 

there is a need for the service to develop new alternatives or programmes that can be 

implemented during Covid19 to avoid the confinement of people with disabilities at home or in 

residential services. 

 
- Review the transport strategy to ensure that resources are optimised, that there is a clear 

service level goal agreed, and that this is then communicated to family members and service 

users, so there is agreed expectations on what can be provided. 

 
- Develop a clear menu of activities and identify gaps in provision (and supports that enable 

clients to engage with these activities) and develop projects or services with Sunbeam to 

address these (i.e. gym, cinema nights, swimming, cafes, trips, education, clubs, sports, social 

nights) . 
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4 Family supports and involvement 

 
4.1 Family consultation, representation and opportunities for 

engagement 
This section looks at the challenges and recommendations of Sunbeam in relation to family’s 

engagement and consultation in relevant aspects of service delivery, including the quality of the 

communication on services changes or new developments. 

 

Survey Responses 

- A majority of families (70% or over) rated positively Sunbeam’s communication in relation to 

changes to service delivery, as well as Sunbeams ability to listen to families’ concerns. 

Concerns being listened to was particularly positively evaluated In regards to frontline staff, 

with 91% of families rating this with 4-5 points. 

- Also highly positively evaluated is the respectful management of complaints and concerns 

within Sunbeam (82% rated it positively). 

- The areas with most room for improvement are: Sunbeam’s communication with families on 

changes to service delivery and, second, management listening to families’ concerns. Areas in 

which there is just under 30% of families not being fully satisfied. 

 

Challenges 

Families’ engagement and consultation in relevant aspects of service delivery, including 

communication around service changes and new developments were a significant majority theme in 

the family survey commentary, with 32% of families mentioning related aspects. Challenges mentioned 

are: 

- Information on changes to service delivery, or future developments is not being sufficiently 

well-communicated to families (F): a high proportion of families mentioned they are not being 

adequately informed on changes made to service delivery and the rationale for this (i.e. 

services cutback), which could be creating ‘a culture of mistrust’ in the service’s decision 

making process and resource management, as well as concerns on people with disabilities’ 

future. 

 
One family member highlighted communication between staff, family, people with disabilities 

and management has been affected by negative experiences in the past years which have 

left some with feelings of unfairness, suggesting there is a need for the service to develop 

strategies that allow the organisation to repair and gain back the trust with some of the 

families. There is a processes to address and allow closure for anyone who has had a negative 

experience so that there can be better collective working in the future. 

 
Commentary also indicated a need to review the formal and structured channels of 

communication to inform families on changes and updates in the service. 

 
The channels of communication should also be diverse and responsive to families different 

circumstances i.e. holding meetings does not work for ageing parents or family members 

working full time, for whom emails and/or letters may be more appropriate. 

 
Apart from changes to service delivery, there are also other aspects families indicated 

communication could improve on: 

- Staff changes 

- Potential new developments that have been previously discussed by the service but not 

followed through. Not following up on these with families causes uncertainty and 

unmanaged expectations (i.e. programs on health, SHS house extensions). 
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• There has traditionally not been enough consultation with families when deciding on changes 

to services (F): some families feel they are not being consulted or involved in decisions relating 

to changes in service delivery. Furthermore, commentary indicated there is a perception that 

family involvement by rule is not a sufficient aspect of decision making in the organisation, and 

that this is leading the service to miss information on the implications that changes can have 

on people with disabilities and families. It was suggested the service should hold regular open 

days, and that there should be a democratically managed family members representative 

group, that has a clear Term of reference and operational guidelines, including representatives 

with direct access to the board, and transparent processes, which should be supported by 

Sunbeam House. 

 
• Better ensuring families’ members valuable information on the people with disabilities 

background and needs is fully considered when developing people with disabilities’ personal 

plans and supports (F): not enough consultation or involvement from family members who hold 

valuable knowledge on the client’s background in deciding supports and designing personal 

plans can cause particular concern in those whose relatives are in residential settings, since 

there is a feeling that their specific needs will go unmet. There is also a need for more formal 

points at which staff and family can connect on the plan, it was suggested in interviews that a 

6 monthly formal review for all service users, and involving families would be useful. 

Recommendations for the strategic plan 

 
• Imbed a 6 monthly care plan review for staff, service user and family member. These 

information and personal planning meetings can also include an overview of the current status 

of services, updates and changes, and also the vision and planning for the future. 

 
• Develop a democratically managed family members representative group, that has a clear 

Term of reference and operational guidelines, including representatives with direct access to 

the board, and transparent processes, which should be supported by Sunbeam House. 

 
• Develop a clear process to support resolution of any historical issues between family members 

and Sunbeam House (such as a dedicated staff member or mediation), to allow these issues to 

be managed and for leaning to influence new structures for communications between family 

members and 

 
Consider the introduction of an overriding values based model (such as servant leadership) to 

guide staff, board, any representative structures and management in their engagement with all 

other stakeholders. This will require training and supports for all staff across the organisation 

from Board down. 

 
• Sunbeam to develop a communication and consultation policy to outline how and when 

stakeholders are engagement in consultation and how key messages are disseminated to all 

stakeholders. 

 

4.2 Support services for families 
This section looks at the challenges and recommendations related to Sunbeam’s management of 

communications on people with disabilities’ health, wellbeing and personal progression with families, as 

well as the provision of information on their rights, and available services and supports. 

 

Survey responses 

• The quality of the communications with families on people with disabilities’ health, wellbeing 

and development progression was generally positively evaluated by families with 77% rating it 

with 4-5 points. However, the 23% of families rating it with 3 points or below, indicate 

communication in this area can further improve. 
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• 88% of family survey respondents agreed or strongly agreed they would feel confident about 

being informed as soon as possible following an incident, would their family member be 

involved in one, with only 3% disagreeing with this statement. 

• The provision of information for families on their rights to services, as well as Sunbeam’s 

available supports and services are the areas with most room for improvement. Approximately 

60% of respondents are satisfied with these aspects of service delivery, with just over 30% giving 

it a score from 1-3 points. 

 

Challenges 

Aspects relating to family support services including the provision of high-quality information on rights, 

services and supports, and the management of communications on people with disabilities’ relevant 

information were a significant majority theme, and the most mentioned in the family survey 

commentary, with 42% of family members pointing at related issues. This theme was far less prevalent in 

the staff commentary with only approximately 2% raising related aspects. Challenges mentioned are: 

 

• Information on families’ rights to services as well as services and supports available is not 

always being provided clearly (F): some family members stated information of this kind is not 

generally provided by the service unless it is sought, indicating there is a need for the service to 

develop a more proactive approach in this area. A number of families also expressed not 

having clarity in relation to their rights to services and not having a thorough understanding of 

services and supports available to them. It was suggested information provided should include: 

o All therapies available to people with disabilities 

o A list of services, both within and outside Sunbeam, that families and people with 

disabilities can apply for. 

o Information on what do to when they feel there are not being meet, either within 

Sunbeam or in HSE services 

 
• Not sufficient follow up in relation to people with disabilities’ access to services (F): some family 

members indicated there is a need for the service to improve communication around the 

people with disabilities’ planning and future access to services, particularly, when these are 

stopped or changed (i.e. transfers, therapies stopped), to avoid families experiencing a high 

level of uncertainty as to the people with disabilities future. In relation to this, it is important the 

service communicates with families even when there is no permanent solution or decision in 

relation to the question in matter. Families in interviews discussed that even when there is no 

immediate solution, they need to be kept up to date and engaged with, to ensure they feel 

confident in the process and are empowered to engage with the systems and structures which 

affect their family members life. 

 

A few  family members have had negative experiences with the service when making 

enquiries. Some of the issues mentioned were not receiving a response in a timely manner and 

the enquiry passing through different staff without solution or answer. This has affected trust with 

the service in relation to communications, leading some family members to feel they need to 

‘continuously follow up’ for an enquiry to be solved, otherwise facing the risk of it passing 

unnoticed. Even though, this has not been the experience of a high proportion of family 

members, it does indicate a need to ensure that a high quality enquiry response process is in 

place throughout the service. In addition to this, it was mentioned by a very small minority of 

family members that the complaint process is not sufficiently clear or well-communicated. 

 

• There is not a sufficiently proactive approach in communicating information on client’s health, 

wellbeing and personal progression, and/or there is not always an appropriate response to 

families that request it (F): some families have encountered barriers when trying to access 

relevant people with disabilities’ information. This has been of particular concern when the 

information not accessed is related to medical concerns or finance management. It was also 

mentioned that communication in relation to client's health, wellbeing and development 

progression is "forthcoming when requested, but otherwise poor and slow” and that “this is 
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often driven by family requesting more” leading to a general sense that “whoever 'shouts the 

loudest gets the most' ”(Staff Survey Respondent). Importantly, it was also mentioned there is 

no sufficient clarity on the limitations to access information that are part of the data protection 

regulations. 

 
• Some aspects of the service’s management of incidents can be further improved (F): a few 

family members mentioned a numbers of aspects of the service’s management of incidents 

that could be further improved. These include increasing the efficiency and reducing the time 

with which family members are informed there was an issue and that issues are solved, ensuring 

incidents are informed to families consistently and do not depend on the staff on duty, and 

good following up with families and people with disabilities is important to be applied 

consistently. 

 
• Key documents provided need to be made more accessible (F): a minority of family members 

expressed finding the language used in some documents of "very high registrar and difficult to 

comprehend" (Staff Survey Respondent), indicating a need for the service to ensure 

paperwork and documents handed out to families and service users are as accessible as 

possible. This would include for example guidance in relation to the Assisted Decision Making 

(Capacity) Act (S). 

 

Recommendations for the strategic plan 

• The communications policy to be further developed to ensure a range of structured, consistent 

and periodic communication channels with families and service users. Information to be a 

client level and service level and to be proactive in nature (i.e. not waiting for families to make 

information requests), second, with a defined structure in relation to its content (i.e. client’s 

physical and mental health, incidents, day care progress or interactions), and be provided 

periodically and consistently, in addition to 6 monthly client reviews and the family 

representative group, and consultation policy, other actions to be considered to include, for 

instance: 

- Quarterly reports / updates 

- Quarterly phone calls between key workers and family members 

- Open days/ nights 

Family led working groups 

 
• Develop a range of accessible easy to understand guidance documents/handouts for family 

members and/or services users in those areas that are of most concern (i.e. housing, access to 

health services) or areas that are cumbersome and challenging to understand (Information 

requests). These can include: 

- List with all supports and services available within Sunbeam, and externally, i.e. HSE 

- Rights and how to address this when rights are not meet 

- What people can expect at various life stages and transitions, and supports available 

- Information on advocacy to HSE, local council and other services 

- Data Protection and FOI requests. 

- Assisted Decision Making (Capacity) Act. 

- The strategic plan 

- Key policies 
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5 Organisational Development 

5.1 Fair, clear and open governance processes and accountability 

Survey responses 

This section looks at challenges and recommendations in relation to the existence of fair, clear and 

open governance and other organisational processes and procedures. The main findings are: 

 

• A majority of staff think policies are enforced across the organisation either frequently (24%), 

usually or always (53%). 

• Just under half of staff (49%) believes there is transparency in budgeting frequently (20%), 

usually and always. 29% says this is either never, rarely or occasionally the case. 

 

Challenges 

The need for continual development and monitoring of fair, clear and open governance and 

organisational processes and procedures was a minority theme in commentary for staff and a majority 

theme for families with 14% and 17% respectively mentioning related issues. Challenges mentioned 

were: 

- Policies need to be more accessible for staff and families and enforced consistently (F)4: there 

is a need to ensure these are presented in a way that can be easily accessed (i.e. policies 

published on the organisation’s website) and quickly understood, and a clear means for 

ensuring that policies are implemented consistently or are changed if there is a practical 

reason they are not being implemented. 

 
- There is a need to improve cooperation on the pursuit of shared strategic objectives as well as 

improve the regularity with which service planning is conducted: staff suggested developing 

an annual service plan each year that is clearly linked to the new strategic plan, and ensuring 

a consistent review of targets, as well as having clearly identified leads for all actions. 

 
- The service overall strategy, direction and leadership need to be made more visible to families 

(F): some families feel there is a lack of direction and drive in the improvement and 

organisation of service delivery. It was indicated there is a need to: 

o Develop a clear vision and plan for the service and make this visible to families 

o Increase leadership and visibility of the CEO and senior management 

o Increase commitment and ownership to ensure changes and recommendations are 

implemented and do not slip 

 
- There is a need to strengthen performance monitoring system for staff, which is linked to client 

goals, particularly support planning, drawing on good practice within Sunbeam House: This to 

be consistently implemented and draw from areas in the service where new models of staff 

supervision have been successfully trialled 

 
- Ensure that staff are able to raise concerns and that there are adequate feedback systems this 

is so that staff understand that their views are considered and responded to. A clear rationale 

needs to be provided if issues cannot be fully resolved. 

 
- The probation period for new staff has potential to be better used: This period could be 

strengthened so that staff are rigorously appraised to ensure a good fit for the organisation 

before they go onto permanent staff. 

 

 

 
4 All challenges in this section reflect primarily staff feedback except for those marked with an F, which means it is a 

challenge either reinforced or proposed by families. 
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Challenges mentioned specifically in relation to resources include: 

 
- Lack of funding and resources for support services: this is particularly the case for projects that 

the HSE does not fund . Some staff suggested that only services that are adequately funded 

should be provided, as otherwise services may be unsustainable or not be able to be provided 

at an adequate or consistent level. Providing unfunded services also place pressure on services 

that are funded. Any change in this area, requires very careful and considered 

communications with all stakeholders. 

 
- Improved transparency in budget management and organisational spending was requested  

by some family members and members of staff, one of which highlighted that clarifying the 

rationale behind budget allocation decisions could make it easier for staff to comprehend. This 

communication could support team cohesion and change management efforts, as the 

rationale for decision is clear. significant efforts should also be made to ensure that people with 

disabilities and families understand the rationale behind decisions. 

 

In addition to this, staff pointed at a number of processes and procedures that would benefit from 

being reviewed, adjusted or created. These are: 

 

• Review the staff investigations and interviews process: 

o Interviews for existing staff as well as investigations were recommended to be 

conducted off site in order to respect the privacy of staff going through the 

process and avoid unnecessary emotional pressure (i.e. being self-conscious 

about being seen by others) 

o Conduct exit interviews for all staff who leave. 

o Engage services more consistently in all interviews 

 
• Review a number of policy areas, to ensure these are fit for purpose for the organisation 

o HSE risk register 

o GDPR across the organisation 

o Reviewing governance in relation to pharmacy procurement 

Recommendations for the strategic plan 

- Fundraise for projects that HSE do not fund or limit these ensuring that those projects are 

progressed are sustainably funded. Have a very robust communications for any changes. 

 
- Ensure the probation period has robust oversight and feedback with managers, so that full time 

contracts are offered only when staff have shown they are good fit for the service 

 
- Hold investigative interviews off site and engage service users in all relevant process as 

appropriate. 

 
- Devise a method to ensure staff understand the financial and other rationales for significant 

decisions and that appropriate levels of information on high level budget decisions and 

implications are available at the appropriate level of the organisation, recognising that full 

transparency at all levels is not useful or considered good practice. 

 
- Ensure all policies are revised at least every two years, in a process that allows for sufficient 

staff and stakeholder input. Also clarify processes to ensure that policies are consistently 

applied, and adapt policies to reflect practice when they cannot be consistently applied. 

 
- Establish a family mediation service for individual or collective issues, that can be used once 

normal communications have proven unsuccessful in resolving issues. 

 
- Strengthen the process and system for staff feedback systems. 
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- Strengthen the staff appraisal process, as well as opportunities to celebrate when people go 

the extra mile or teams do particularly innovative or good work that aligns with the service 

values. 

5.2 Staff involvement in organisational processes/decision making 
This section looks at challenges and recommendations in relation to the level of staff involvement in 

organisational processes and decision-making processes. 

Survey responses 

• Staff having opportunities to provide feedback on introduced change in the organisation and 

the organisation doing meaningful staff consultation on proposed change are two areas with 

significant room for improvement. Between 65% and 68% of staff expressed these happen from 

around 0% to 50% of the time. 

• A moderate majority however do feel like their views are valued (67%), they are involved in 

planning on topics relevant to their work (60%), and they are encouraged to understand and 

ask questions in relation to changes and/or decisions in the organisation (59%) either 

frequently, usually and always. 

• Under half of respondents (36%) think that staff feedback is managed effectively and 

transparently either frequently, usually or always. 24% feels this happens around 50% of the 

time, and the remaining 40% think this happens from 0 to 25% of the time. 

 

Challenges 

A lack of staff involvement in organisational and decision-making processes was a majority theme in 

the consultation through interviews and qualitative feedback, with approximately 17% of staff 

emphasising this as a core issue. Overall a high proportion of members of staff pointed there was a 

need to develop better communication between SHS decision makers and frontline staff particularly 

when relating to changes in service delivery. There is a strong sense that frontline staff are not being 

provided with adequate channels of consultation, they are not being listened to or their views are not 

being valued enough. This was seen as affecting the service as there is highly valuable information in 

relation to people with disabilities’ care needs and impact of changes that would greatly benefit the 

decision-making process of the senior management team but that is being missed. 

 
There were challenges mentioned in relation to consulting with staff on changes, and also on keeping 

staff informed on organisational processes, which is also part of staff organisational involvement. The 

following specific challenges were mentioned: 

 

- More provision of opportunities for staff to give feedback on changes and decisions on a timely 

manner is needed, this is required at earlier stages in the decision-making process when 

feedback can still be incorporated. 

 
- There can be a lack of representation of frontline staff in decision-making bodies (i.e. Covid19 

team) which can reduce the knowledge available in the decision-making process. 

Not sufficient updates provided to staff regards service planning and proposed changes (i.e. 

interagency meetings) 

- Lack of clarity on rationale for changes adopted and transparency on decision-making. 

A lack of staff consultation was especially felt in relation to the changes made to day services. 

Importantly the lack of opportunity to engage can in some cases lead to a sense of injustice for those 

who are not consulted. Some family members as well as staff, for instance, expressed feeling Covid19 

had been inadequately used by the service to introduce changes without consultation. 

 

In relation to keeping staff informed and updated on organisation processes, the following 

challenges/solutions were mentioned: 
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- More channels to keep staff informed are needed: there used to be more communication 

channels in the past that had been either removed or are not used with the same regularity i.e. 

frequent and updated issues of the organisational newspaper, Sunbeam Times, regular blog 

emails sent by the MD, the staff forum, updates on CSM team meetings and the anonymous 

text line. In relation to organisational updates, it was also said this should be accessible and 

easy to read. However, noted by a number of respondents was the fact that the new CEO has 

made opportunities for engagement and discussion, and these were positive. 

 
- Some staff in the administrative area feel particularly disconnected from the rest of the 

organisation: some staff of the administrative area feel they are not well informed about what 

is happening in the organisation. This was related to not having a CSM appointed or an 

equivalent member of staff that takes responsibility for passing on company information. 

 
- Regular updates on staff changes are needed: changes in staff including employees leaving, 

employees starting, clusters changes, CSM and DCSM appointed staff. 

 

Recommendations for the strategic plan 

- Create multidisciplinary teams, including members of frontline staff, when deciding on, 

undertaking and reviewing major changes in the organisation 

 
- Create more regular opportunities for staff to meet with senior management and other 

members of staff and communicate on organisational relevant issues, options include: 

o Holding a one-day Annual General Meeting for all staff, this can work as a platform to 

introduce senior management, HR staff and people in other support roles to frontline 

staff, and to relay key information directly from the CEO and the senior managers to 

staff on plans for the year ahead. 

o Re-introduce the staff forum 

o Have regional meetings when there are significant changes occurring 

o Develop a process for staff to raise concerns as they arise, with feedback loops on 

suggestions, so staff are informed when and why some suggestions cannot be 

progressed. 

 
- Establish processes to keep staff updated on personnel changes and current status, such as: 

o A Live Staff Map on SharePoint that is constantly updated and accessible by all members 

of staff. 

o Using ‘welcoming new staff’ emails 

 
- Develop a multi-pronged internal communications policy that aims to ensure key information is 

shared across the organisation. 

 
- Appoint a designated equivalent position to the CSM for the administrative area that ensures 

they are receiving organisational relevant information. 

 

5.3 Culture and Communications 
This section looks at challenges and recommendations in relation to the working culture and 

communications at Sunbeam. 

 

Survey responses 

- Around 80% of staff state their team communication is open and honest, and that they resolve 

disagreements effectively and solve problems together either frequently, usually and always. 

Between 8% to 10% think this is the case never, rarely or occasionally. 

- A lesser proportion of staff feels that there is effective sharing of information between teams, 

with 62% saying this happens frequently, usually or always. 
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- 90% and over of staff feel they have a good relationship with their colleagues, and that in their 

team they treat each other with empathy and compassion frequently, usually and always. 92% 

of staff also think their colleagues are professional and do a good job most of the time. 

- From the families who felt they could provide an opinion on Sunbeam organisational culture 

(excluding those marking NA), 42% expressed disagreement with there being a culture of 

blame in the organisation, 26% agreed this was the case and 31% did not stated agreement or 

disagreement. 

- A vast majority considered there is a positive culture in the organisation (83%). Only 

approximately 5% stated this not to be the case. 

 

Challenges 

Factors relating to culture and communications were the issues most mentioned by staff in written 

commentary (18%) and interviews, and were also brought up by a reduced number of family members 

in the survey (7%). These factors should be looked at as closely linked to staff views on their level of 

involvement in decision-making and organisational processes, which was also a majority theme. For 

some staff there is a sense of disconnection between SHS management and frontline staff that reflects 

both in staff participation on service delivery development, and issues relating to the general 

perception of the working environment. Specific challenges mentioned were: 

 
- Increased open, honest and effective communication is needed particularly between senior 

management and frontline staff: better communication between senior management and 

staff is needed. Staff mentioned feeling there can be lack of trust and a sense of disconnection 

due to the different realities they face on the day to day tasks. It was suggested senior 

management could improve their efforts in understanding frontline staff perspective and 

reality, and could also implement more compassionate, professional and direct (i.e. increased 

verbal communication) communication. Some staff also recommended adopting a more 

flexible and trusting approach, particularly with staff working from home. It was also mentioned 

the importance of words matching actions to avoid staff feeling there are mixed messages 

coming from senior management i.e. promoting wellbeing but not reflecting this in behaviour. 

Having regular and effective channels of communication between frontline staff and senior 

management was also highlighted as CSM sometimes do not relay staff frustrations to 

management on a timely manner which leads to these becoming major problems. 

 
- Improving communication within SHS service divisions/units(F): some family members 

suggested the exchange of information between the different service divisions/units within SHS 

could be improved. This In terms of both general communication between staff and also 

exchange of good practices. Staff in interviews also highlighted that there is always potential 

for better inter-service communications. 

 
- Working culture and communications are overly focused on communicating budget issues and 

targets: in recent years many staff feel there has been a change in the culture, led by HSE 

cutbacks, that has moved the focus of communications in the service more towards 

budget/target concerns. While this is a serious background issue the service needs a way to 

communicate issues, expectations and challenges to staff that is not always focused on the 

lack of resources/funding, as this can reduce morale. 

 
- Risk-averse culture (F,S): A significant number of staff maintain the working environment does 

not promote considered risk-taking, and innovative approaches. It was suggested the 

organisation could develop ways of being more organic, less rigid, develop a higher capacity 

for local change, be open and learn from mistakes and make this part of its culture. This is also 

seen as important for some families, one of which indicated that since the organisation’s 

approach to risk reflects in the type of services and supports people with disabilities received, 

changing it would be in accordance with the increasing appetite for more challenging and 

innovative activities for people with disabilities. 
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Recommendations for the strategic plan 

- Establish diverse ways in which SMT can keep engaging with staff to create a strong and 

positive organisational culture and a corresponding strong connection between senior 

management and frontline staff. Options include: 

• Annual or once every two-year engagement surveys (and/or focus groups) with 

corresponding prioritisation of aspects of the culture to improve and then actions 

planning to address these priorities. 

• Check-in quarterly meetings between senior service managers and frontline staff 

• Introducing a new model to underpin and embed the organisations values such as 

Servant leadership (this involves training, new processes or adaptation of old ones, and 

ongoing review and improvement strategies). 

• Hold team building / planning and review days at a more local level 

• Facilitating a social network among staff that includes social events (i.e. sports/quiz 

evenings etc.) 

• Annual recognition events 

 
- Offer platforms to share learning, good practice among departments and teams i.e. 

• Every month designate a different department/location to share and promote positive 

work, kindness actions, projects they have achieved or learning acquired over the past 

6 months with the rest of the organisation, so the work achieved by each 

department/location is visible to others. 

• Hold an annual awards and acknowledgement ceremony highlighting good practice 

and supporting staff to engage with the organisation’s values 

5.4 Staff opportunities for professional development 
This section looks at challenges and recommendations in relation to staff training and other professional 

development opportunities at SHS. 

Survey responses 

• A vast majority of staff said the amount (85%) and quality of training (91%) is appropriate 

frequently, usually or always 

• Around two thirds of staff think they are encouraged and supported to develop their skill base 

and/or take new challenges (69%), and encouraged to take risks and implement new ideas 

(67%) frequently, usually and always. 

• 58% expressed feeling being supported to take time to reflect on their work from 75% to 100% 

of the time. 

 

Challenges 

A minority of staff (5%) mentioned factors relating to staff opportunities for professional development in 

the survey commentary. Challenges included: 

- There is room for improvement in the training and upskill opportunities provided by the 

organisation for both managers and teams. A need for upskilling has been specifically 

identified in relation to Supported Employment and HIQA Standards. 

- There is an interest in the development of improved career paths for staff and/or internal 

promotion opportunities. The promotion process for frontline staff should be based on an open 

and fair performance monitoring system. 

Recommendations for the strategic plan 

- Continue to provide high quality training that reflect s the needs of the organisation and 

supports implementation of policy and strategic goals 
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5.5 Staff access to administrative supports and tools to do their job 
This section looks at the organisational challenges and recommendations in relation to staff having the 

physical tools (i.e. electronic system) and resources to do their job, as well as being able to access 

administrative, HR and finance support. 

 

Survey responses 

• Just under half of staff (47%) state they have easy access to advice from HR or finance 

departments when needed 

• A majority of staff (96%) find the electronic record system, CID, useful and accessible. 

• 65% of staff think they have the resources, tools and physical environment to do their job well 

frequently, or usually/always. 15% states this is the case never, rarely or occasionally. 

Challenges 

For staff challenges in relation to having access to administrative supports as well as physical resources 

and tools to do their job was a minority theme with approximately 5% of the survey commentary 

pointing at related issues. In survey commentary and interviews staff highlighted this was most 

frequently in relation to IT systems, the streamlining of paperwork, filing, documenting tasks of frontline 

staff. The need to have more access to HR and finance services within the organisation was also noted. 

Factors mentioned were: 

 
- Streamlining document and filing processes: maintaining documents and following up on 

paperwork takes a significant proportion of time of frontline staff, which points at the need of 

streamlining processes, which should happen at the Client Service Manager (CSM) level. The 

suggestion was made to give a better use of SHS IT systems and free up frontline staff hours, for 

instance, using CID for all people with disabilities related forms, and introducing electronic 

signatures. 

 
- IT systems will benefit from ongoing development: SHS IT systems, including SharePoint, ESS, CID 

and Flexmaint, could be more user friendly, and be reviewed to improve automatization and 

efficiency (i.e. allowing staff to log on in any unit and access the applications without needing 

assistance from Arkphire). The challenge of staff being able to pass on difficulties they are 

having with the systems as they are identified was also mentioned. 

 
- HR, finance and administrative support: there was an identified need to improve efficiency and 

positive communication between middle management and these departments. The 

suggestion was made that the HR and finance departments would benefit from developing 

annual plans in their area with some goals focused on improving accessibility, friendliness and 

effectiveness for staff. To assess change, questions about staff satisfaction could be asked in 

annual surveys. 

 

Recommendations for the strategic plan 

• Review options at the CSM level that allow to streamline document and filing processes and 

free up frontline staff hours. 

• Explore with staff ways of improving the automatization and accessibility of SHS IT systems 

(SharePoint, ESS CID and Flexmaint) and establish a process that allows staff to flag aspects that 

are not appropriately working in a quick and easy way. 

• To create annual plans for the HR and finance departments with goals focusing on improving 

accessibility, friendliness and effectiveness of services for staff, and follow up on staff 

satisfaction with these in annual surveys. 

 

5.6 Staff are appreciation and support 
This section looks at challenges and recommendations in relation to staff having enough opportunities 

for positive and constructive feedback, and feeling appreciated, valued and supported by the 

organisation, and in particular by management. 
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Survey Responses 

• 66% of staff think supervision is regular, fair and useful most of the time (frequently, usually and 

always). The remaining 34% state this is the case from 0 to 50% of the time. 

• In a similar fashion, 64% and 61% of staff, respectively, feel they are recognised when they do a 

particularly good job or go the extra-mile and get constructive and useful feedback most of 

the time. The fact that around a third of staff do not feel this happens regularly enough  

indicates this is an area with room for improvement. 

 

Challenges 

Staff not feeling appreciated and recognised was a minority theme in the survey commentary and 

interviews with approximately 8% of staff highlighting this. Overall, staff pointed at the need to create 

more opportunities and ways in which the organisation acknowledges their efforts and work and also 

to the need to reinforcing the supervision supports provided. Challenges mentioned were (S): 

 
In relation to staff feeling supported: 

- Supervision is not always regular, consistent and/or adequately implemented: the organisation 

to undertake efforts to avoid supervision becoming a ‘box ticking exercise’. Processes need to 

be regular, linked to client experience and core staff processes and meaningful for staff. There 

is potential to extend good practice occurring in some areas of the organisation. 

 
- Some staff can feel insufficiently supported especially those managing people with disabilities 

with high complex needs: some staff mentioned not feeling sufficiently supported and at times 

‘left to their own devices’. This has been particularly the case for some members of staff 

managing people with disabilities with highly complex needs. 

 

In relation to staff feeling recognised and acknowledged for work: 

 
- Lack of recognition for work: there is a need to reinforce the ways in which the organisation is 

acknowledging and rewarding staff efforts and work. This ranges from showing gratitude in the 

day to day interactions between SMT and staff to holding activities that show appreciation for 

staff (i.e. recognition events, Christmas parties etc.). 

 
- Insufficient financial recognition for work: there were two main challenges mentioned in 

relation to financial recognition for work. The first was related to the wage increment freeze 

that has been applied to staff in recent years, and the second relates to the management of 

paid and unpaid working hours. There is a general sense that the way the latter is managed is 

to expect staff to give more than contracted to i.e. unpaid extra-hours or overnights in 

holidays, breaks with people with disabilities. In the case of non-frontline staff, the Haddington 

Road Agreement implemented in 2019 was mentioned. Alongside statutory workers this meant 

staff needed to ‘take on additional working hours’ with no increments, while these pay cuts are 

being addressed within the civil service, similar arrangements do not seem to be in place for 

section 39 services. 

 

Importantly, staff not being adequately supported was raised by a significant proportion of family 

members in the survey (20%). Families were highly positive on staff’s performance and willingness to 

deliver a high-quality service, but think they are having to navigate a work context that does not 

facilitate their job i.e. being under pressure, being insufficiently supported by management, and not 

having enough resources. It was indicated the service needs to increase the time and energy it is 

investing on staff and listen to them more, as well as ensure that staff are not inadvertently or 

consciously transferring their own work pressures onto service users or their family members, 

commentary suggested that at times this is occurring. 

Recommendations for the strategic plan 

- Re-invigorate the supervision processes to ensure there are meaningful, tied to what is 

important to services users, regular and audited to ensure consistency. There are good models 
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within the service in relation to care and support roles that can built upon and spread 

throughout the whole organisation. 

- As part of the internal communications plan consider ways in which staff can be recognised for 

good work done and going the extra mile. 

 

5.7 External communications and stakeholder engagement 
This section looks at the challenges and recommendations in relation to how the organisation engages 

with external stakeholders including the community, other agencies and partners. 

 

Survey responses 

This theme was an additional area brought up by staff in consultation which had no indicators in the 

survey. 
 

Challenges 

Challenges in relation to the management of external communications and stakeholder engagement 

was a minority theme in the survey commentary with approximately 3.5% mentioning related issues. 

Challenges mentioned were: 

- HSE lack of understanding on SHS services: this suggests a need to develop new ways of 

communicating with the HSE that can increase the visibility of the service and improve HSE 

commitment and understanding of SHS. 

 
- A need to enhance SHS involvement with the wider community: this is needed mainly in relation 

to educating and breaking barriers between the community and SHS people with disabilities. 

One member of staff stated the organisation is: “missing the piece about trying to educate the 

wider Community in relation to New Directions in order for it to work. Our service users are 

almost being forced out into the community without the Community being involved in the 

process”, In the same line, another member of staff described the difficulties in the interaction 

between the public and the people with disabilities as if the “people with disabilities are 

minded more than supported” (Staff Survey Respondent). 

 
 

- A need to develop a positive employer branding both with staff and with people with 

disabilities: which could include renovating and/or updating the organisational website and 

intranet in order to make it more user friendly, using media (i.e. newspapers, radio and social 

media) to share positive stories, and developing more fundraising events and corporate 

sponsorship. There was some support in interviews for a name or branding change, however 

this was not conclusively agreed. 

 

- A lack of visibility of the needs of people with a disability (F): there is a need to increase 

advocacy and visibility of people with a disability challenges and needs particularly within 

governmental agencies to address the continuous funding cuts that have been greatly 

affecting the service. 

 

Recommendations for the strategic plan 

- Develop an engagement strategy with the HSE, and other stakeholders that increases visibility 

and understanding of Sunbeam House Services as well as its contribution to the local 

community as well as its service users 

- Develop an education programme designed to get the wider community involved in the 

implementation of New Directions and the integration of people with disabilities in the 

community. This was suggested to be done through: Transition year modules or community 

groups that would be open to work with people with disabilities, as well as general media 

engagement and events, and well as, as employers. 
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- Develop an education campaign for the general public in the area that contributes to increase 

the understanding and appreciation of people with autism and special needs, and how to aid 

adequate interaction. 
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In surveys, respondents were asked to rate the following statements from 1 to 5, 1 being very poor to 5 

being excellent. Answer options 1 and 2, and 4 and 5 were merged to simplify the results. 

Theme: Opportunities for meaningful social roles, personal development: staff, family and client survey 

relevant items 

6 Appendix 

6.1 People with disabilities other preferred types of jobs 
 

 
Other kinds of work people with disabilities would like to 

do 

 
Nº of respondents 

Working with animals i.e. dog walking 7 

Sports (i.e. in a gym, sports clubs) 6 

Arts and crafts 5 

Cooking and baking 5 

Childcare/creché 4 

Pubs 4 

Woodwork 4 

Garage/cars washing/car repairs 4 

Drama and music 4 

Nursing home/caring facility 3 

Chemist/health stores 3 

Factory work (i.e. manning) 3 

Charity shop/clothes shops 2 

Software company (i.e. Google, Facebook) 2 

Voluntary, charity sector/ local community centres 2 

Hotels 2 

Hairdressing 1 

Post-office 1 

Recycling centre 1 

Museums 1 

Train services 1 

 

6.2 Surveys Quantitative data 
This appendix contains tables and figures with the detailed quantitative data from the family, people 

with disabilities and staff surveys. The main findings that can be found in each section of the report 

were based off this data. 

6.2.1 People with disabilities’ supports and engagement 

Opportunities for meaningful social roles, personal development 
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Statement Answer options Staff Family People with 

disabilities5 

Sunbeam client supports re: 

engaging in/with education 

and life skills training 

 

* In people with disabilities 

survey: being able to learn new 

things 

NA No NA option 20% No NA option 

4-5 points (Excellent) 50% 58% 62% 

3 points 34% 11% 27% 

1- 2 points (Poor) 15% 11% 11% 

Average Weighted Score  3.44 3.91 NA 

Sunbeam client supports re: 

engaging with employment 

 
*In people with disabilities 

survey: being able to go to 

work and earn money 

NA No NA option 35% No NA option 

4-5 points (Excellent) 37% 48% 44% 

3 points 39% 7% 25% 

1- 2 points (Poor) 25% 11% 32% 

Average Weighted Score  3.15 3.91 NA 

Sunbeam client supports re: 

engaging in meaningful 

activities (i.e. volunteer work 

etc.) 

NA No NA option 43% - 

4-5 points (Excellent) 41% 39% - 

3 points 38% 9% - 

1- 2 points (Poor) 20% 9% - 

Average Weighted Score  3.26 3.81  

Sunbeam people with 

disabilities supports in 

experiencing new things 

NA No NA option 11% - 

4-5 points (Excellent) 50% 67% - 

3 points 37% 13% - 

1- 2 points (Poor) 13% 10% - 

Average Weighted Score  3.47 3.97  

 

Opportunities for social connection and participation in the community 

Theme: Opportunities for social connection and participation in the community staff, family and 

people with disabilities survey relevant items 

In surveys, respondents were asked to rate the following statements from 1 to 5, 1 being very poor to 

5 being excellent. Answer options 1 and 2, and 4 and 5 were merged to simplify the results. 

Statement Answer options Staff Family People with 

disabilities 

Sunbeam client supports in actively 

participating in community life 

 
In people with disabilities’ survey: How 

often I can do things in the community 

NA No NA 

option 

22% No NA 

option 

4-5 points 

(Excellent) 

58% 59% 60% 

3 points 30% 9% 25% 

1- 2 points (Poor) 13% 10% 15% 

Average Weighted Score  3.62 3.91  

Sunbeam client supports in making 

friends and connections with people in 

the community 

NA No NA 

option 

17% No NA 

option 

4-5 points 

(Excellent) 

41% 54% 59% 

3 points 40% 16% 24% 

 

5 Client survey statements on each area were worded differently to the staff and family surveys but 

were, however, referring to the same experience. Answer options were given in a 5-star format. 

Wording as in people with disabilities survey has been included in the statement column. 
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In people with disabilities’ survey: How 

often I can see my friends 

1- 2 points (Poor) 20% 13% 17% 

Average Weighted Score  3.25 3.81  

Sunbeam client supports in making 

friends and connections with others in 

Sunbeam 

NA No NA 

option 

8%  

4-5 points 

(Excellent) 

55% 77% 

3 points 30% 8% 

1- 2 points (Poor) 15% 8% 

Average Weighted Score  3.54 4.16  

 

Access to leisure experiences 

Theme: Access to leisure experiences staff and family survey relevant items 

In surveys, respondents were asked to rate the following statements from 1 to 5, 1 being very poor to 

5 being excellent. Answer options 1 and 2, and 4 and 5 were merged to simplify the results. 

Statement Answer options Staff Family 

Sunbeam client supports in accessing 

respite and breaks 

NA No NA option 38% 

4-5 points (Excellent) 25% 35% 

3 points 36% 13% 

1- 2 points (Poor) 38% 15% 

Average Weighted Score  2.77 3.52 

 

Access to housing and residential services 

Theme: Access to housing and residential services staff, family and people with disabilities relevant 

items 

In surveys, respondents were asked to rate the following statements from 1 to 5, 1 being very poor to 

5 being excellent. Answer options 1 and 2, and 4 and 5 were merged to simplify the results. 

Statement Answer options Staff Family People 

with 

disabilities 

Sunbeam client supports in accessing 

housing 

 
*In people with disabilities survey: My 

House 

NA No NA 

option 

50% No NA 

option 

4-5 points 

(Excellent) 

30% 33% 78% 

3 points 31% 3% 12% 

1- 2 points 

(Poor) 

39% 14% 10% 

Average Weighted Score  2.86 3.69  

 

People with disabilities’ involvement and engagement in decision-making and 

organisational processes 

 

Theme: People with disabilities’ involvement in decision making and organisational processes family 

survey relevant items 
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In the family survey, respondents were asked to rate the level of agreement with the following statements 

from 1 - strongly disagree to 5 – strongly agree. Answers 1 and 2, and 4 and 5 were merged to simplify the 

results 

Statement 
1 – 2 

Strongly 

disagree 

N/A 
Weighted 

Score 
Total 

disagree 

I feel that management put client’s 

needs first in their decision making 

13% 16% 68% 3% 

3.89 103 

13 17 70 3 

Service changes are communicated 

well to our family member 

11% 14% 71% 4% 

4.03 107 

12 15 76 4 

 

 

 

 
 

3 - 
 

Neither 4 – 5 

agree Strongly 

nor agree 

 

 

 

 

 

 

 

 

 

 

 

 

 
 

Safety/safeguarding 

Theme: Safety/safeguarding staff and family relevant items 

In surveys, respondents were asked to rate the following statements from 1 to 5, 1 being very poor to 

5 being excellent. Answer options 1 and 2, and 4 and 5 were merged to simplify the results. 

Statement Answer options Staff Family 

Sunbeam supports in keeping people with 

disabilities safe 

NA No NA option 4% 

4-5 points 

(Excellent) 

90% 87% 

3 points 10% 7% 

1- 2 points (Poor) 0% 2% 

Average Weighted Score  4.34 4.56 

 

Accessibility and quality of services 

Theme: Accessibility and quality of services – Service model, staff availability and approach staff survey 

relevant items 

In the staff survey, respondents were asked to rate the frequency of the following statements from Never 

to Always. Answer options Never and Rarely, and Usually and Always were merged to simplify the 

results 

 
Statement 

Never 

and 

Rarely 

 
Occasionally 

 
Sometimes 

 
Frequently 

Usually 

and 

Always 

 

Weighted 

Score 

 
total 

 1% 1% 5% 16% 78% 6.16 230 
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My team approaches 

people with disabilities 

in a non-judgemental 

and open way 

2 2 11 37 178 

Senior management is 

committed to high 

quality service 

delivery 

My team is committed 

to high quality service 

delivery 

Theme: Accessibility and quality of services – Service model, staff availability and approach family survey 

relevant items 

 
In the family survey, respondents were asked to rate the level of agreement with the following statements 

from 1 - strongly disagree to 5 – strongly agree. Answers 1 and 2, and 4 and 5 were merged to simplify the 

results 

1 – 2 

Statement 
(Strongly 

disagree) 

3 - 

Neither 

agree 

nor 

4 – 5 

(Strongly 

agree) 

N/A 
Weighted 

Score 
Total 

I feel that frontline staff put 

client’s needs first in their 

decision making 

I feel like Sunbeam uses its 

limited resources well 

Frontline staff are caring and 

kind 

Management are caring and 

kind 

Frontline staff are professional 

 

 

 

 

 
 

11% 6% 17% 24% 42% 
 

 
26 

 
13 

 
40 

 
54 

 
96 

4.98 229 

0% 1% 5% 13% 80%  
6.14 

 
233 

 

1 
 

3 
 

12 
 

30 
 

187 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
 

 disagree    

2% 9% 86% 3% 

    4.43 105 

2 9 91 3 
  

11% 16% 70% 3%  
3.91 

 
102 

11 16 72 3 
  

1% 5% 94% 1%  
4.69 

 
108 

1 5 101 1 
  

6% 16% 75% 3% 
  

    4.21 104 

6 17 78 3 
  

1% 4% 93% 2% 4.64 107 
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Sunbeam creates welcoming 

and homely environments 

1% 10% 87% 2% 

4.51 107 

1 11 93 2 

 
1 4 100 2 

 

5% 11% 81% 3% 

Management are professional     4.36 105 

 
5 12 85 3 

  

 
1% 7% 91% 1% 

  

Frontline staff go the extra mile     4.53 106 

 1 7 97 1   

Frontline staff ensure they are 

informed about my family 

4% 6% 86% 5%  
4.43 

 
107 

member’s needs and wishes 4 6 92 5   

 

 

 

 

 

 

 

 
Theme: Accessibility and quality of services – Service model, staff availability and approach staff, family 

and client survey relevant items 

In surveys, respondents were asked to rate the following statements from 1 to 5, 1 being very poor to 5 

being excellent. Answer options 1 and 2, and 4 and 5 were merged to simplify the results. 

Statement Answer options Staff Family 

Sunbeam client supports in making 

genuine life choices 

NA No NA option 27% 

4-5 points (Excellent) 41% 49% 

3 points 38% 15% 

1- 2 points (Poor) 20% 9% 

Average Weighted Score  3.27 3.87 

 

6.2.2 Family supports and involvement 

Theme: Family consultation, representation and opportunities for engagement relevant items in 

family survey 

Respondents in the family survey were asked to rate the following statements from 1 to 5, 1 being 

very poor to 5 being excellent. Answer options 1 and 2, and 4 and 5 were merged to simplify the 

results. 

Statement 1 – 2 

 
Poor 

3 4 - 5 

 
Excellent 

N/A Weighted 

Score 

Total 

15% 12% 70% 3% 3.98 104 
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In the family survey, respondents were asked to rate the level of agreement with the following statements 

from 1 - strongly disagree to 5 – strongly agree. Answers 1 and 2, and 4 and 5 were merged to simplify the 

results 

 
Statement 

I feel the concerns of family are 

listened to by management 

I feel the concerns of family are 

listened to by frontline staff 

If I raise a concern / complaint this 

will be managed respectfully and 

earnestly in line with Sunbeam's 

policies 

Theme: Family support services relevant items in family survey 

 
In the family survey, respondents were asked to rate the following statements from 1 to 5, 1 being 

very poor to 5 being excellent. Answer options 1 and 2, and 4 and 5 were merged to simplify the 

results. 

Statement 1 – 2 3 4 - 5 N/A Weighted 

Score 

Total 

Responses 
Poor Excellent 

Sunbeam service quality in the 

communications with families on 

the client’s health, wellbeing & 

development progression 

10% 13% 75% 3% 

4.16 109 

10 14 82 3 

Sunbeam service quality in the 

communications with families in the 

case of an incident or accident (if 

this is not relevant mark NA) 

5% 4% 70% 21% 

4.51 105 

5 4 74 22 

Sunbeam service quality in the 

communication with family on 

changes to service delivery 

 
15 

 
13 

 
73 

 
3 

 

 

 

 

 

 
 

1 – 2 

Strongly 

disagre 

e 

3 - Neither 

agree nor 

disagree 

4 – 5 

Strongly 

agree 

N/A Weighted 

Score 

Total 

11% 16% 71% 3%  
4.1 

 
105 

11 17 74 3 
  

4% 2% 91% 3% 
  

    4.57 107 

4 2 98 3 
  

6% 10% 82% 3% 
  

 
6 

 
10 

 
85 

 
3 

4.3 104 
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Sunbeam service quality in the 

provision of information for families 

19% 16% 61% 4% 

3.76 104 

on Sunbeam supports and services 

to people with disabilities 

3.75 105 

18 17 65 5 

Theme: Fair, clear and open governance processes and accountability relevant survey items 

 
In the staff survey, respondents were asked to rate the frequency of the following statements from Never to 

Always. Answer options Never and Rarely, and Usually and Always were merged to simplify the results 

Statement 

Never Usually 

and Occasionally Sometimes   Frequently and 
Weighted 

Score 
Total 

Policies are 

enforced across 

transparency in 

budgeting 

   

39 30 49 46 68 

 

 
 

on their rights to services 19 17 64 4 

Sunbeam service quality in the 

provision of information for families 

18% 16% 62% 5% 

 

 

 

 

6.2.3 Organisational development 

 
Fair, clear and open governance processes and accountability 

 

 

 

 

 

 

 

 

 

 

 

 

 
        

the organisation 8 16 31 55 121   

There is 16% 13% 21% 20% 29% 4.38 232 

 

 

 

 

 

Staff involvement in organisational processes and decision-making relevant survey items 

Theme: Staff involvement in organisational processes and decision making relevant survey items 

In the staff survey, respondents were asked to rate the frequency of the following statements from Never to 

Always. Answer options Never and Rarely, and Usually and Always were merged to simplify the results 

 
Statement 

Never 

and 

Rarely 

 
Occasionally 

 
Sometimes 

 
Frequently 

Usually 

and 

Always 

Weighted 

Score 

 
Total 

 28% 17% 20% 11% 24%   

There is meaningful 

staff consultation on 
 

65 

 
40 

 
47 

 
25 

 
54 

3.84 231 

Rarely    Always  

3% 7% 13% 24% 53% 5.35 231 
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proposed change in 

the organisation 

 
Staff have 

opportunities to 

provide feedback 

on introduced 

change in the 

organisation 

Staff feedback is 

managed effectively 

and transparently 

I feel my views are 

valued 

I am encouraged to 

understand and ask 

questions in relation 

to changes and/or 

decisions in the 

organisation 

I feel involved in 

planning on topics 

relevant to my work 

Theme: Culture and Communication relevant staff survey items 

 
In the staff survey, respondents were asked to rate the frequency of the following statements from Never 

to Always. Answer options Never and Rarely, and Usually and Always were merged to simplify the results 

 

 

 
 

28% 16% 24% 11% 21% 
 

 
63 

 
38 

 
56 

 
26 

 
49 

3.79 232 

 

 

 
25% 15% 26% 13% 23%  

     3.94 231 

57 34 59 29 52 
  

11% 10% 12% 24% 43% 
  

     4.94 231 

24 23 28 56 
 

100 
  

20% 7% 14% 20% 39% 
  

 
46 

 
15 

 
33 

 
46 

 

 
90 

4.65 230 

 

 
 

15% 10% 16% 21% 39% 
 

     4.71 231 

33 22 38 48 90 
 

 

 

 
 

Culture and Communications 

 

 

 

 

 

 

Statement Never 

and 

Rarely 

Occasionally Sometimes Frequently Usually 

and 

Always 

Weighted 

Score 

Total 

In our team 

communication is 

4% 4% 11% 19% 61%  
5.56 

 
231 

open and honest 10 10 26 44 141   

 4% 6% 12% 22% 56% 5.45 231 
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Our team resolves 

disagreements 

effectively 

 
We share 

information 

effectively 

between teams 

(i.e. unit, divisions, 

departments within 

the organisation) 

 
I have a good 

working 

relationship with 

my colleagues 

My colleagues are 

professional and 

do a good job 

My team treats 

each other with 

empathy and 

compassion 

My team solves 

problems together 

We have a good 

team morale 

 
10 14 27 50 130  

9% 8% 20% 23% 39% 4.94 231 

 

 
22 

 

 
19 

 

 
47 

 

 
52 

 

 
91 

  

1% 0% 6% 13% 80% 
  

 
2 

 
0 

 
13 

 
31 

 
187 

6.09 233 

1% 1% 6% 19% 73%  
5.99 

 
232 

 

2 
 

2 
 

15 
 

43 
 

170 
 

 

2% 3% 5% 19% 71% 
  

 
5 

 
6 

 
12 

 
43 

 
166 

5.92 232 

3% 5% 12% 17% 63%  
5.65 

 
232 

 

6 
 

12 
 

29 
 

40 
 

145 
 

 

4% 6% 10% 23% 56%  
5.49 

 
231 

 

10 
 

15 
 

24 
 

52 
 

130 
 

 

 

 

 

Theme: Culture and communications relevant survey items in family survey 

In the family survey, respondents were asked to rate the level of agreement with the following statements 

from 1 - strongly disagree to 5 – strongly agree. Answers 1 and 2, and 4 and 5 were merged to simplify the 

results 

Statement 1 – 2 

(Strongly 

disagree) 

3 - 

Neither 

agree 

nor 

disagree 

4 – 5 

(Strongly 

agree) 

N/A Weighted 

Score 

Total 
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Theme: Staff opportunities for professional development relevant items in staff survey 

 
In the staff survey, respondents were asked to rate the frequency of the following statements from Never to 

Always. Answer options Never and Rarely, and Usually and Always were merged to simplify the results 

Statement 

Never 

and 

Rarely 

Occasionally Sometimes 
Frequentl

 
y 

Usually 

and 

Always 

Weighted 

Score 
Total 

The amount of staff 

training is 

appropriate to 

providing high 

quality services 

3% 3% 9% 19% 66% 

   

5.64 232 

7 6 22 44 153 

Staff training is high 

quality 

0% 2% 6% 16% 75% 

I am encouraged 

and supported to 

develop my skill 

base and/or take 

new challenges 

I am supported to 

take time to reflect 

on my work 

I am encouraged 

to take risks and 

implement new 

ideas 

Theme: Staff access to administrative supports and tools to do their job relevant staff survey items 

 

 

Staff opportunities for professional development 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
 

   5.95 232 

1 5 13 38 175   

10% 8% 12% 15% 54% 
  

 
23 

 
19 

 
29 

 
36 

 
126 

5.21 233 

14% 12% 17% 19% 39%  
4.71 

 
234 

 

33 
 

27 
 

39 
 

45 
 

90 
 

 

10% 9% 15% 18% 49% 
  

 
24 

 
21 

 
35 

 
41 

 
113 

5.06 234 

 

 

 

Staff access to administrative supports and tool to do their job 

There is a culture of blame in the 

organisation 

36% 26% 21% 17% 

2.73 96 

34 25 21 16 

Overall, there is a positive staff 

culture in Sunbeam 

5% 11% 82% 3% 

4.22 101 

5 11 82 3 
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In the staff survey, respondents were asked to rate the frequency of the following statements from Never to 

Always. Answer options Never and Rarely, and Usually and Always were merged to simplify the results 

Statement 

Never 

and 

Rarely 

Occasionally Sometimes 

Usually 

Frequently and 

Always 

Weighted 

Score 
total 

and accessible 

 
I have the resources, 

tools and physical 

environment to do my 

job well 

Theme: Staff are appreciated and adequately supported by management staff survey relevant items 

 
In the staff survey, respondents were asked to rate the frequency of the following statements from Never to 

Always. Answer options Never and Rarely, and Usually and Always were merged to simplify the results 

Statement 

Never 

and 

Rarely 

Occasio 

nally 
Sometimes Frequently 

Usually 

and 

Always 

Weighted 

Score 
total 

Supervision is regular, 

fair and useful 

11% 9% 14% 20% 46% 

4.99 233 

25 22 32 46 108 

I am recognised 

when I do a 

particularly good job 

or go the extra-mile 

14% 6% 16% 23% 41% 

4.83 231 

33 14 36 53 95 

I get useful and 

constructive 

feedback on my 

work 

13% 10% 16% 19% 42% 

4.81 232 

30 24 36 45 97 

 

 

 

 

 

 

 
 

If I need advice from HR 

or finance departments 

14% 14% 19% 19% 35% 

   
 

4.55 
 

231 

this is easily accessible 31 32 45 44 79 

CID (the electronic 1% 6% 6% 22% 64% 

record system) is useful    5.67 232 
 

3 15 14 51 149   

7% 8% 20% 25% 40% 
  

 
17 

 
19 

 
47 

 
58 

 
93 

4.97 234 

 

 

 

Staff are appreciated and adequately supported by management 


