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Summary

About the service 

Caerphilly Care for Carers is registered with Care Inspectorate Wales (CIW) as a 
domiciliary care agency to provide personal care to older people, people with physical 
disabilities, sensory loss/impairment, learning disabilities, mental health and the elderly 
mentally infirm. The agency has an office in Cwt Llanfabon, Caerphilly. The provider is a 
charity and limited company; they have nominated individual to represent the 
charity/company and the registered manager is Caroline Mathews.
 

What type of inspection was carried out?

We made an unannounced visit to the agency on the 26 June and 28 June 2018 and 
carried out a full inspection as part of CIW’s schedule of inspections. We looked at the 
quality of life for service users, quality of staffing and quality of leadership and 
management.

The following methodology was used to provide evidence for this inspection report:
 Consideration of information held by CIW about the service
 Discussions with the registered manager during visits to the agency office
 Visit to two service users and their relatives
 Discussion with staff member
 Examination of three service user files
 Examination of two staff files
 Examination of staff supervision and training records
 Examination of the agency’s monitoring processes

What does the service do well? 

We did not identify any specific areas of excellence which exceeded the National Minimum 
Standards for Domiciliary Care in Wales, however service users their relatives and staff 
were all consistently complimentary about the agency.

What has improved since the last inspection? 

Quality Assurance Reports was available for the April 2016 to March 2017 and the agency 
was currently compiling the annual report for April 2017 to March 2018.



What needs to be done to improve the service? 

Recommendations:

 Ensure appropriate proof of identity is available in respect of domiciliary care 
workers.

 Ensure appropriate written records shall be kept on the content and outcome of each staff 
supervision meeting.

 Ensure robust systems are in place to monitor and assess the quality of the service, including 
a system to monitor late calls.

 Ensure accurate recording of actions taken following incidents.

It is expected the registered person will take responsibility for addressing the above areas 
as was discussed with the registered manager during our visits.



Quality Of Life

Caerphilly Care for Carers supports approximately 34 families the majority of which are 
social services referrals. The service has a small team of 13 staff including the registered 
manager and agency administrator with a very low staff turn over. Families told us the 
support provided was “fantastic and fabulous” and “if I need extra time or different time 
they will try to accommodate and usually do”. One family member told us “we have had 
the same staff coming for the last five years and they know XX well and have been there 
through all the changes”. The agency can provide emergency support and support at 
short notice to meet unexpected needs such as medical appointments this was observed 
during our visit and confirmed by relatives we spoke with.

People told us that they are provided with a timely, reliable and consistent service by a 
small team of care staff. Consistency and continuity of care from an established team of 
staff is very important to people, providing reassurance and confidence giving carers 
opportunities to leave the family home. People receive support in their caring role from 
staff who predominantly provide a sitting service. Staff have a good understanding of 
each individual persons needs and preferences. Staff will keep people safe, provide 
company, food and drink as needed ensuring people are relaxed and content while their 
primary carer is away. Another agency supports people with personal care where this is 
needed. We noted that a staff member would be matched with the person to establish 
friendship as well as continuity of care. 

We examined three care files and each file was organised and person centred. Care files 
included local authority assessment, care and support plans. The agency would 
undertake an initial assessment, comprehensive needs assessment and care planning 
alongside a range of risk assessments to enable a ‘Dependants Care Plan’ to be 
devised. The plans provide an overview of the care and support to be delivered, life 
histories for each person providing staff with an insight into the person they are 
supporting in order to facilitate a positive experience for that person. We did note missing 
signatures on care plans. When discussed with the registered manager they explained a 
recent audit of care files had been completed and contact had been made with families 
who had not returned signed documentation. Without signed care plans it is difficult to 
determine accuracy and involvement of the person receiving care and/or their family.

People’s lives are enhanced; their individual needs and requirements are recognised and 
provided on time and in their own homes by caring staff.



Quality Of Staffing

People are cared for by care staff who are familiar to them and treat them with kindness 
and compassion. 

People can expect to receive a caring and responsive service from staff who have been 
safely recruited, receive training and guidance that enables them to provide each person 
with effective support. We examined three staff files; we saw that pre-employment 
checks were in place, including disclosure and baring (DBS) checks and necessary 
references, however verification of identity and photo ID requires improvement within 
staff files. Each new staff member was given a staff handbook and a copy of Care 
Council for Wales Code of Practise.

Staff we spoke with told us that they felt well supported in their role and were able to 
have informal supervision when required with the registered manager. Formal 
supervision for staff could be improved, good practise would ensure a two way process 
with minutes reflecting the discussions had and actions to be taken. However current 
practise incorporates a standard format completed by the registered manager 
incorporating their views not those of the staff and no staff signature to confirm the 
minutes are a true reflection of supervision. Staff appraisal forms also had missing staff 
signatures. The above was discussed with the registered manager and assurance was 
given that paperwork would be amended to give an accurate and true reflection of staff 
supervision with appropriate signatures. 

Staff have received a thorough induction that provides them with the understanding and 
confidence required to carry out their role and responsibilities effectively. We examined a 
staff training matrix and noted gaps in relation to food hygiene and infection control 
training. Following our visit we were informed that all staff had been booked on to 
appropriate training. Staff spoken with during our visit confirmed “I have access to lots of 
training”. 

Comments made by service users and relatives confirmed they were very happy with the 
quality of staff and the support they received from them. “Staff are fabulous”, “my relative 
likes staff and looks forward to them coming” and “sitters are great”. Staff spoke with 
genuine warmth and enthusiasm about their work, the people they support and the 
agency they work for “I love my job working for Caerphilly Care for Carers”.



Quality Of Leadership and Management

The agency’s Statement of Purpose and Service User Guide were under review in 
preparation for the agency’s re-registration under Registration and Inspection Social 
Care Act (RISCA) and needed further amendments to ensure full compliance with the 
legislation.

We examined the agency’s quality assurance report dated 2016 – 2017 which 
incorporated views of service users their relatives and staff. We were informed that the 
agency was currently compiling the annual report for April 2017 to March 2018. We were 
provided with preliminary information relating to numerical data for example the number 
of service users, number of hours of service provision and average length of calls. The 
agency was waiting for completed questionnaires to be returned from service users their 
relatives, staff and other stakeholders for analysis and inclusion in the final report.

The registered manager and administrator were very knowledgeable about the families 
they support enabling then to provide a very responsive and personal service. However 
documentation and written evidence does not always reflect this. For example late calls 
are managed by office staff and rely on service users and their relatives to report if staff 
are late. No formal system of monitoring these had been established, ensuring oversight 
and analysis. Service users and relatives spoken with had on the whole no concerns with 
calls being missed or staff cutting the length of calls. One relative spoken with discussed 
concerns with a previous member of staff and when this was brought to the attention of 
the registered manager was happy with the outcome. We examined a number of incident 
notification forms and noted actions taken are not always fully documented, including 
assessment of risk to protect service users and staff.  The above issues were discussed 
with the registered manager who gave assurance that recording systems would be 
improved to provide evidence of oversight and analysis of data. 

Overall staff and management aim to provide a responsive, person centred service with 
good standards of care. 



Quality Of The Environment

On both inspection visit, there was a friendly and welcoming atmosphere in the agency’s 
premises in. As domiciliary care is provided in service users’ own homes, the agency 
premises are mainly used by staff. The office is open during normal office hours and 
there are arrangements for out of hours emergency contact.



How we inspect and report on services 
We conduct two types of inspection; baseline and focused. Both consider the experience of 
people using services.

 Baseline inspections assess whether the registration of a service is justified and 
whether the conditions of registration are appropriate. For most services, we carry out 
these inspections every three years. Exceptions are registered child minders, out of 
school care, sessional care, crèches and open access provision, which are every four 
years. 

At these inspections we check whether the service has a clear, effective Statement of 
Purpose and whether the service delivers on the commitments set out in its Statement 
of Purpose. In assessing whether registration is justified inspectors check that the 
service can demonstrate a history of compliance with regulations. 

 Focused inspections consider the experience of people using services and we will 
look at compliance with regulations when poor outcomes for people using services are 
identified. We carry out these inspections in between baseline inspections. Focused 
inspections will always consider the quality of life of people using services and may look 
at other areas. 

Baseline and focused inspections may be scheduled or carried out in response to concerns.

Inspectors use a variety of methods to gather information during inspections. These may 
include;

 Talking with people who use services and their representatives
 Talking to staff and the manager
 Looking at documentation
 Observation of staff interactions with people and of the environment
 Comments made within questionnaires returned from people who use services, staff 

and health and social care professionals

We inspect and report our findings under ‘Quality Themes’. Those relevant to each type of 
service are referred to within our inspection reports. 

Further information about what we do can be found in our leaflet ‘Improving Care and 
Social Services in Wales’. You can download this from our website, Improving Care and 
Social Services in Wales  or ask us to send you a copy by contacting us.

http://wales.gov.uk/cssiwsubsite/newcssiw/publications/leaflets/puttingpeople/?lang=en
http://wales.gov.uk/cssiwsubsite/newcssiw/publications/leaflets/puttingpeople/?lang=en

