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Description of the service
Pen y Fai is registered to provide care and support for one younger adult, aged 18 to 64 
years, with a learning disability. The home is in Aberkenfig on the outskirts of Bridgend. The 
registered provider is Values in Care Ltd, which has several other homes in the region and 
the registered manager is Samantha Cottle.

Summary of our findings

1. Overall assessment
We found the person living in Pen y Fai receives a good standard of support that focuses 
on their individual needs. The manager provides clear direction and ensures the staff team 
are well supported. People are occupied and appear happy and contented. Systems are in 
place to monitor the quality of care and prompt action is taken to address any areas that 
require improvement.

2. Improvements

Continued leadership and management is good, staff have regular training and support 
which enables them to deliver good care.

3. Requirements and recommendations 
Section five of this report sets out the action service providers need to take to ensure the 
service meets the legal requirements and recommendations to improve the quality of the 
service provided to people in the care home.



 
1. Well-being 

Summary

People experience positive relationships and receive individualised care based on their 
needs, wishes and preferences.  People do things they enjoy and are supported to develop 
new interests. People are happy, healthy and safe.

Our findings

The person living at Pen y Fai House experiences warmth and respect. We saw a very 
good rapport between the person and staff. Staff supported, encouraged and 
communicated very well and with genuine warmth and affection. They spoke to the person 
on an equal level and involved them in decisions about activities. We saw that the person 
was very comfortable with the staff on duty and with the registered manager. Staff knew the 
person very well and described their likes and dislikes, their behaviour and the signs if they 
were happy, agitated or unwell. The records showed that there was regular contact with 
family members and that their contributions about the person’s interests and care needs 
were valued. The service does not currently use the Welsh language or provide the ‘Welsh 
Active Offer’ because the person who lives there does not speak or understand any Welsh. 
People have positive relationships and feel that they belong. 

People are engaged in community activities and have opportunities to socialise with others 
in the community. The person living at Pen y Fai House was supported and enabled to do 
things they enjoyed. We looked at care plans and daily logs, which showed that the 
person’s preferred activities and goals were reviewed regularly and that staff had slowly 
introduced new activities and interests. These included basketball, football, disco, shopping, 
singing, horticulture and swimming. Staff had prepared the person for our visit, explained 
very simply why we were there and gave them space to decide if they wanted to talk to us 
or not. This resulted in the person making us a cup of tea and sitting at the table with us. 
We were able to have some very positive communication, which confirmed they were 
happy in the home and with the care they received. The person showed us their room and 
we saw that they enjoyed music and videos. People are content and happy because they 
can do things that matter to them and their interests are understood and promoted

People feel safe and are protected from harm. We saw that the external doors were secure 
and we were asked to sign a visitor book, which promoted the safety of the person living at 
the home. We saw that confidential information, medication and valuables were kept 
securely and in locked cupboards. We saw records that the temperature of the medication 
cabinet was monitored and controlled. There were window restrictors on all first floor 
windows and risk assessments had been updated. Staff understood their role in protecting 
people and had been trained to recognise signs of abuse and how to report any concerns. 
We saw that the Safeguarding Policy had been reviewed and that all staff had undertaken 
training. We saw that the registered manager had made an application to the local 
authority, as required under the Deprivation of Liberty Safeguards (DoLS), for people who 
do not have the ability to make decisions about aspects of their care and support. The local 
authority had carried out a ‘best interests assessment’ and the required authorisation was in 
place. People are safe and protected from abuse and their rights are protected 



2. Care and Support 

Summary

Individual needs and preferences are understood and anticipated and people are involved 
in making decisions that affect their life whilst being supported to be as healthy as they can. 
Overall the outcomes for the person living at Pen y Fai are positive as they were seen being 
cared for by competent staff who treat people with courtesy, dignity and with their privacy 
respected.

Our findings

People receive proactive, preventative care and support. We looked at the care records 
during the inspection. There was a detailed life history.  The records indicated that health 
and social care professionals were involved in their care.  The care plan guided staff in the 
care and support needs required.  There were risk assessments to help reduce the risk to 
person receiving care and staff providing care.  Care records were very well organised with 
an effective system in place for reviewing the care plan.  However, they lacked evidence of 
involvement from people using the service and their representatives.   A care manager told 
us that communication was very good and there were annual review meetings. We were 
also told that there were no concerns regarding the care provided at Pen y Fai. The 
manager told us that they had a very good working relationship with the clinical 
psychologist. A care manager told us “they ensure that other health professionals are 
involved when required”.  Based on our findings we believe the evidence we saw 
demonstrates that people receive the right care at the right time and in the way that they 
want. 

People can learn to control behaviours that could limit opportunities to be part of the 
community. There was a clear and consistent approach to behaviour management. We saw 
up to date, comprehensive care plans and behaviour plans, which detailed the person’s 
needs and preferences, likes, dislikes and behavioural triggers. There was also clear 
guidance for staff on what actions should be taken. Staff told us that they had regular 
training in behaviour management. They used positive reinforcement of behaviour and were 
aware of triggers and how to divert and de-escalate situations. The records showed that 
this has helped the person living at Penyfai House to settle and adapt. For example we saw 
that they coped better with situations such as meeting others and with people leaving. 
People are supported to manage difficult feelings and emotions so they can enjoy everyday 
relationships and activities.

People are supported by staff who understand appropriate models of care and support. 
We found that the system for ordering and storing medication was robust. All medication 
administration recording charts (MAR) for the person living at the home were looked at and 
were completed correctly. All medication was stored in locked cupboards in the office.  We 
were shown the recordings of the room temperature. We looked at the staff training matrix 
and saw that all staff who administered medication had been suitably trained. We were 
showed the training programme that is delivered. We saw that staff had completed 
medication training. Staff had knowledge of the medication they administered because we 



found that a list of current medication with an explanation of what they were used for was 
available in the medication file. People are supported to be as healthy as they can be. 

   



3. Environment 

Summary

People can be confident that they are able to live in a comfortable, warm and clean 
environment, which is suitable for their needs. We had a tour of the home and found that all 
areas were odour free, clean and tidy.

Our findings

People feel included, uplifted and valued because they are supported in a personalised 
environment that is appropriate to individual need. We found that Pen y Fai enabled people 
to feel valued by an environment which reinforces a sense of belonging.  The persons 
bedroom was designed to reflect individual taste whilst being sensitive to their behavioural 
needs.  A sympathetic approach to accessorizing their own room had been adopted in 
order to find a balance between creating a warm, homely environment whilst maintaining 
personal safety. We saw that there was suitable living areas, a lounge and kitchen diner. 
There was sufficient space to meet the needs of person. Effective daily cleaning schedules 
were in place as all parts of the home were observed to be clean, tidy and well organised. 
Based on our findings we believe people are cared for in a safe, clean and secure 
environment.

People are cared for in a safe and well maintained environment. We were shown the 
maintenance records, these evidenced that all appropriate measures were taken to ensure 
equipment was suitably maintained.  The CSSIW registration certificate was displayed 
together with the Employer Liability Insurance certificate.  People could be assured of 
effective and efficient fire procedures, testing and training.  Records showed the fire alarm 
was tested every week. The layout of the home promotes accessibility and independence; 
we saw that people were able to move freely within the home. We were shown the laundry 
facilities which were suitable to meet the needs of the person living in the home. People can 
be confident that they are cared for in a safe environment which is designed to ensure that 
people’s individual needs are met.

There is suitable outdoor space. We saw that there was a garden area to the rear of the 
home. People’s wellbeing is enhanced by having access to safe and pleasant outdoor 
areas.



4. Leadership and Management 

Summary

The manager of Pen y Fai dedicates time to providing direct support to the person living in 
the home.  People will thereby see visible accountability from a manager who is very 
familiar with their needs and preferences and who fully understands the impact that these 
have on the overall running of the home.  

Our findings

The values, purpose and vision of the service are clear. People living, working or linked to 
the home can be clear about the service it sets out to provide as the home had an accurate 
and up to date Statement of Purpose which was very detailed. We noted that it had been 
reviewed. We saw that there were robust company policies and procedures for staff to 
follow. We looked at the whistleblowing policy, safeguarding people policy and medication 
policy. The policies and procedures had been reviewed. People can be confident that Pen y 
Fai involves others in reviews and making decisions to improve the care/support and Well-
being of people, a care manager confirmed this.    

People experience a service that is committed to quality assurance and constant 
improvement. There were many systems in place to monitor the quality of the service 
provided at the home. These included internal audits of practice, three monthly provider 
visits and an annual quality of care review. The views of staff and stakeholders had been 
considered during the home’s quality of care review and reflected within the annual report. 
We found that the quality of care being provided at the home was subject to regular 
monitoring as audits of any accidents, safeguarding,  positive behaviour management 
referrals and DoLS applications were all recorded on line as ‘reportable occurrences’. The 
manager told us that findings were accessed by head office and analysed. People receive 
high quality care from a service which sets high standards for itself.

People could enjoy being cared for by motivated staff who want to make a positive 
difference to people’s lives. We were informed that 90% of the staff had completed or were 
working towards the required qualification credit framework level two or above. People 
could be confident that there is a sufficient level of staffing. We saw the staff rota which was 
completed in a timely manner.  During our visit we saw that there were enough staff on duty 
to provide people with the support they needed when they needed it.  We observed that 
staff were unhurried when carrying out their duties and took time to talk with people as they 
did so. People could enjoy being cared for by motivated staff.  Staff we spoke with said they 
enjoyed their jobs and found them rewarding.  However, regular staff supervision and 
annual appraisals had not taken place. The manager had identified this and agreed to 
ensure a program was implemented straight away. Staff we spoke with told us “I’m happy 
here” and “the manager is very approachable”. An examination of recruitment procedures 
confirmed that staff members had been subject to the regulatory Disclosure and Barring 
Service (DBS) check prior to starting employment. The staff training matrix we examined 
confirmed that staff had either undertaken or had planned training relevant to the needs of 
the people living in the home. Based on our findings we believe staff are well valued, 
supported and trained.



5. Improvements required and recommended following this inspection

5.1  Areas of non compliance from previous inspections

None 

5.2  Areas of non compliance identified at this inspection

None

5.3  Recommendations for improvement

• Staff supervisions to be held regularly.

• Annual staff appraisals to be undertaken. 

• Evidence to be shown of service user/advocate involvement on care planning and 
reviews.



6. How we undertook this inspection

This full inspection took place on 1 September 2017 and was part of our inspection 
programme. There were no concerns at the last inspection of 24 January 2017.

 The methodology used to conduct this inspection included:
 One announced visit by one inspector.
 A tour of the home.
 Discussion with staff and management.
 Discussion with the person using the service.
 Discussion with other professionals.
 Scrutiny of two staff files.
 Scrutiny of the care file of the person living at Pen y Fai.
 Scrutiny of other documentation, as detailed in this report

Further information about what we do can be found on our website www.cssiw.org.uk

http://www.cssiw.org.uk/


About the service

Type of care provided Adult Care Home - Younger

Registered Person Values in Care Ltd

Registered Manager(s) Samantha Cottle

Registered maximum number of 
places

1

Date of previous CSSIW inspection 13 December 2017

Dates of this Inspection visit(s) 01/09/2017

Operating Language of the service English

Does this service provide the Welsh 
Language active offer?

No

Additional Information:

This is a service that does not provide an 'Active Offer' of the Welsh language. It does not 
anticipate, identify or meet the Welsh language needs of people who use, or intend to use 
their service. We recommend that the service provider considers Welsh Government’s ‘More 
Than Just Words follow on strategic guidance for Welsh language in social care’.


