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Summary

About the service 
Wrexham Social Services - Mental Health Service is registered with the Care Inspectorate 
Wales (CIW) to provide domiciliary care services to adults with mental health needs, 
enabling people to live independently either in shared/supported living accommodation or 
in their own homes.  Wrexham Social Services have nominated a responsible individual.  
The service has a registered manager. The agency has offices at Ty Derbyn, Wrexham 
Maelor Hospital and is also known as The Recovery Service.

What type of inspection was carried out?
We, Care Inspectorate Wales (CIW) completed an unannounced full inspection to the 
agency office on the 11 June 2018 between the hours of 08:55 and 15:00. On 18 June 
2018 between 14:00 and 15:35 we visited a supported living house to speak with the 
people who lived there and the staff who supported them.   

During this inspection we looked at people’s quality of life, the quality of staffing and the 
quality of leadership and management.

 We gathered information from:

The previous inspection report
The statement of purpose / service user guide
The quality assurance document

We looked at records including:
Minutes of meetings
4 staff files
4 files of people using the service
Newsletters

We spoke with:
The appointed manager
The acting deputy manager
Two people who used the service 
One support worker 
One home leader.  

What does the service do well? 
 The service continues to give people the opportunity to recover in a supportive 
environment whilst promoting their independence.  



What has improved since the last inspection? 
People have been issued with an updated copy of their service delivery plan following a 
review.

When records are audited they are now signed and dated by the person who carried out 
the audit.

What needs to be done to improve the service? 
 No non compliance notices were issued. 

We recommend the following:

▪ The registered person should notify CIW of any absence of a registered manager if that 
   absence is for a continuous period of 28 days or more and of the arrangements put in
   place to manage the service in that manager’s absence. 



Quality Of Life

Overall we found that the service is delivered in a person centred and individualised 
manner. We spoke to people who told us that the service was reliable and the support 
provided good. We found that people’s views are sought and respected. 

People have a voice and are encouraged to speak up.  People told us they are asked 
their opinions and we saw that the service produces a newsletter entitled ‘Participate’ in 
which it is reiterated that everyone’s opinions are important. People are told they have 
the right to complain about or compliment the service at any time and that these 
comments help with the development of the service.   
 
People are able to access opportunities to learn, follow interests and develop skills. Staff 
informed us that as part of people’s therapy they are encouraged to socialise with others 
and attend groups where they can build up their confidence and move forward without 
concentrating on the past. We were told that people can attend a variety of groups 
including art, snooker, cinema and badminton groups. The groups are designed to 
promote fitness and support peoples’ well being, which is important to their general 
health and in their ability to manage independent living, which is the aim of the service.    

People are helped to remain in control because they are supported with difficult feelings 
and are helped to develop coping strategies. We spoke to a person who told us of the 
good relationship they had with the care workers who supported them and one care 
worker in particular who they felt they could talk with at times when they needed to. We 
were informed of an art therapy group which helps people express their feelings and 
emotions and of a group designing a logo for the service who were asked to write a 
statement on the rear of their work to say what the recovery service meant to them. One 
person using the service stated: ‘The support I have received from the Recovery Service 
has and continues to help me on my journey of recovery. It has been invaluable and 
without it I would have remained lost and in darkness. It has empowered me to be able to 
live more independently in my own home and be able to move from darkness into light.’     
We were told of a participation forum held locally for people supported by the agency. 
The forum meets three monthly in order that people can share ideas, chat and meet new 
people, express their points of view, raise issues and generally discuss matters important 
to them. 



Quality Of Staffing

In summary, we found that the people we met received reliable care and support.  Staff 
are encouraged to obtain qualifications and attend training which is relevant to support 
people using the service. The recruitment and supervision of staff was found to be 
satisfactory.

We visited a supported living house and spoke to people living there and a member of 
staff on duty. We saw that people experience good interactions with staff and found them 
to be reliable.  One person told us that ‘the support workers are marvellous, they will do 
anything they can for you; the support I get is very good.’   We were told support staff are 
always on time every morning and support has never failed to be provided. 

People can feel confident that the people caring for them have been appropriately 
recruited.  We read a sample of four staff files saw and were told that there is a robust 
recruitment process in place; this ensures that the agency has taken the appropriate 
steps to ensure the safety of people using the service. Appropriate background checks 
are undertaken. The four staff files viewed evidenced this and we saw that Disclosure 
and Barring Service (DBS) checks were made prior to employment.  There was a system 
in place to inform staff when DBS checks required renewal.  

People can feel confident that their care is provided by staff who are competent and 
confident in meeting their particular needs.  We viewed training records and spoke to two 
members of staff who work directly with people using the service. They told us about 
their training experiences, their regular supervision and the valuable support they get 
from their different line managers. We saw records that confirmed staff had attended 
training in mandatory training subjects, including first aid and safeguarding and in 
subjects in order to work with individuals with specialist needs.  Staff had received 
training that included: personality disorders, OCD / hoarding, hearing voices and drug 
and alcohol awareness. Records confirmed regular supervision and annual appraisals 
had taken place.  We saw that staff had training and development plans in place 
developed from their supervision and performance reviews.



Quality Of Leadership and Management

We found that since the previous inspection there has been a change of manager at the 
service; however the CIW had not been informed of all the details regarding this 
situation.  Despite this oversight, we found this omission to have no negative impact on 
the people using the service. The service continues to operate well with experienced 
care workers supporting people positively and enabling them to live independently in 
their communities.
 
People using the service, working in the service or linked to the service are clear about 
what it sets out to provide.  This is because they are provided with a copy of the service’s 
Statement of Purpose and Service User Guide, which set out the aims of the service and 
what people can expect. A person who uses the service told us that they had been given 
this information about the service and had details explained to them. The documents are 
regularly reviewed.

People using the service are actively involved in defining and measuring the quality of 
the service.  This is because we saw that people using the service, their relatives and 
support staff are involved in the quality assurance review, carried out on an annual basis. 
They are provided with questionnaires to complete and the results are analysed and 
used within the annual report. The forum meetings are also a platform for gaining 
people’s opinions, thoughts and ideas.  People are encouraged to share their opinions 
and throughout the forum newsletter, readers are thanked for their feedback and for 
working together to improve the service. 

People cannot always be confident that the business is run with due care and attention to 
the minimum standards and regulations.  This is because the previous registered 
manager had been absent from managing the service from August 2017 to April 2018 
and CIW had not been informed of this.  We acknowledge the Local Authority appointed 
another person as interim manager as soon as it was apparent the registered manager 
would be absent from work for more than 28 days as required, in order that the service 
was not left without a manager. The new manager is registered with Social Care Wales.  
However, the Responsible Individual had failed to inform CIW of this absence and of the 
arrangements in place to cover the management of the service.  The Responsible 
Individual has since provided written assurance that this will not happen again.  
Therefore in view of this isolated failure and the fact that there has been no significant 
impact in respect of outcomes for people using the service the CIW have decided not to 
issue a non compliance notice on this occasion. There is an expectation that the CIW are 
informed as soon as possible of the absence of a registered manager if that absence is 
for a continuous period of 28 days or more and of the arrangements put in place to 
manage the service in that manager’s absence. 

People using the service can be confident that if things are not right they will be 
addressed quickly.  A person told us that if ever they had a concern or issue to raise it 
would be dealt with quickly and we saw records that evidenced this. Staffing records 
provided an example of how management had positively dealt with one situation; early 
intervention and direct action ensured an issue was swiftly dealt with and actions 
included how the parties involved could move forward following the intervention.



 We were informed by staff and people using the service that a complaints procedure is 
available and is explained to people when they start to use the service. We also saw that 
within the service’s newsletter people are reminded of their right to complain about or 
complement the service. The forum meetings have recently completed a piece of work to 
improve the compliant procedure; producing a document that explains step by step the 
process in a traffic light style format.    

 



Quality Of The Environment

This theme is not applicable to domiciliary care.  However, we did see that the business 
operates from permanent premises that contain equipment and resources necessary for 
the efficient and effective management of the service. The office is accessible to people 
using the service as it is based within the Wrexham Maelor Hospital grounds.



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

