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Description of the service
Pine Cottages is located near the village of Llandyrnog which is on the outskirts of Denbigh. 

The service consists of four cottages and is registered to provide personal care, and 
accommodation for seven adults aged over 18 years who have learning disabilities. 

The registered provider is Mental Health Care (Highfield Park) Limited who have nominated 
a responsible individual to oversee the service. The registered manager is Philip Pitchford.

Summary of our findings

1. Overall assessment

People receive a service which meets their needs. We found that individual choices, likes 
and dislikes are respected and people are actively encouraged to engage in a range of 
activities. People are supported with their daily living skills in order to be as independent as 
possible and are protected from harm. 

2. Improvements

Pine Cottages was previously registered under Highfield C along with other services. This is 
the first inspection since it was registered as an individual service. 

3. Requirements and recommendations 

Section five of this report sets out our recommendations to improve the service, these
include:

 Staff signatures on documentation.
 Health action plans to be reviewed.
 The correct and up-dated personal evacuation plans (PEEPs) in care files.
 The review of the heating system. 
 The back of the cottages.
 Separate health & safety checklist for each cottage.
 Professional feedback should be received from staff.
 Team meetings to be held regularly.
 Medication audits to be completed.
 Objectives for supervisions and appraisals. 



 
1. Well-being 

Summary

People are supported by staff who communicate with them in a friendly and supportive way. 
Individual attention is given to people when they need it. Their independence is promoted 
and they can do the things they enjoy. People are safe and protected from harm. 

Our findings
 
People feel they belong and have positive relationships. We saw positive interactions 
between staff and people living in the home. Throughout our visit we saw staff consistently 
responded to people’s needs in a kind and caring manner. We saw staff interacted and 
communicated in a manner that was appropriate to individual needs. People told us they 
have “fun” with staff and staff are “funny and kind”.  During our visit, a person was 
completing a word puzzle on their ipad. When they were stuck with a particular word staff 
encouraged and prompted the person rather than giving them the answer straight away. 
We were told that family contact for one person was very important. We saw appropriate 
support plans were in place for the person to have day visits unsupported. In their latest 
review work was being done to achieve a personal goal they had set around their home 
visits. When we spoke to the person they confirmed that family was important to them. We 
saw a family member had recently made an official compliment stating “fantastic support”. 
People are supported to build and maintain positive relationships. 

People do things that matter to them and their independence is promoted. We saw people 
were encouraged to participate in activities within the home and in the community. One 
person told us they attend college twice a week, which they enjoy. They also said they “get 
around a bit” visiting different cities including Cardiff to see the rugby, Ireland and Blackpool 
to see the lights. Another person had recently been on a five-day break to Anglesey visiting 
various attractions. They told us they had a “great time with staff”.  Pictures from the holiday 
had been developed and put in an album. Activity planners were available which had 
different activities tailored to each person’s needs and preferences. One person had a map 
of the United Kingdom pinned up on the wall with arrows pointing at all the places the 
person had visited. Staff told us that people are encouraged to do things for themselves. 
We saw within activity planners that household tasks were included in their week and one 
person told us “I normally do my own breakfast but I have support to make lunch and tea”. 
On arriving at the property, a person was keen to show us the Christmas cake they had 
baked the previous night with support from staff. A weekly menu is completed over the 
weekend in preparation for the weekly shop. When asked if they contribute, both people 
said “yes all the time”.  When asked what was good about the service one person told us “I 
have a lot more freedom within the home” referring to having access to the kitchen. Staff 
told us that promoting independence is key within the cottages and said, “we are very 
service user focused”.  People’s individual preferences are understood and they are 
supported to be as independent as they can be. 

People are safe and protected from harm. Training records reviewed evidenced all staff had 
received safeguarding training with some due for renewal soon. Staff we spoke with 



confirmed they had received training and demonstrated an understanding of their role in 
protecting people. Staff stated they were confident in raising any concerns to management 
if needed. Staff questionnaires returned stated they were aware of the whistleblowing 
policy. People living in the home confirmed they felt safe and could talk to staff about any 
concerns they had. One person who is not supported at night confirmed they knew the 
telephone numbers of the other cottages and managers. We examined a sample of 
accident and incidents records which had been dealt with appropriately. Care documents 
contained detailed and up to date individual risk assessments as well as positive 
behavioural support (PBS) plans to keep people safe.  We recommended to the manager 
that all staff should sign the care documents to help ensure staff have read and understood 
the needs and risks of the people they support. All staff have received management of 
actual or potential aggression (MAPA), however, six staff members were overdue their 
refresher training. This was discussed with the manager and it was noted on the training 
record that it was booked in for the 18 December 2017.  We saw that the home had made 
applications to the relevant local authorities as required under the Deprivation of Liberty 
Safeguards (DOLS), along with comprehensive best interest assessments, for people who 
do not have the ability to make decisions about aspects of their care and support. People 
are safe and their rights are protected.



2. Care and Support 

Summary

People’s individual needs and preferences are known and documented. Their general 
health is promoted, together with access to relevant healthcare support when necessary. 

Our findings

People receive appropriate person-centred care. We viewed a sample of care files which 
contained information about what was important to the person and how best to support 
them. Information included communication charts, matching staff support, likes and dislikes, 
relationship circle, important people in my life, what is important to me now, decision 
making and one-page profiles. We saw that one profile stated “I’m very proud of my home” 
which has led the person to being in charge of the maintenance book, alerting staff of things 
that are not working around the home. On speaking to the person, they confirmed they 
enjoyed being involved in keeping the home safe and were aware of the maintenance work 
that was due. Care files were reviewed regularly and personalised to individual needs with 
some being more pictorial than others. People we spoke with confirmed that they were 
involved in developing their care file with staff or their key worker. One staff member told us 
that it feels like a “home from home” and “the residents are always put first”. A 
questionnaire received back from a staff member stated, “staff and residents work well 
together so that all needs are met”.  Progress reviews had been undertaken throughout the 
year, with one professional complementing about a person’s progress since living at Pine. A 
relative questionnaire stated it was the “personal touch” that was best about the home. 
People receive the right care in the way they want it. 

The well-being of people is monitored and they are able to have access to healthcare 
services. We saw records to demonstrate that people received support from health 
professionals and clear records kept of all appointments. Health action plans, annual health 
checks and hospital passports had been completed. However, one hospital passport we 
saw was dated 2014 and 2015. We discussed this with manager who told us that they had 
been up-dated but they had not been put in the care file. We saw that arrangements were in 
place for people to have their medication as prescribed. They are also given the choice as 
to where they would like to take their medication. A medication check was carried out 
during our inspection and we found safe practice in regards to the storing and the 
administration of medication. However, we did note that the last medication audit was 
completed back in June 2016. We discussed this with the manager who said they would 
address it. Overall, people are supported to be as healthy as they can be. 



3. Environment 

Summary

People live in a homely environment which meets their individual needs. Procedures are in 
place to monitor and maintain health and safety to ensure people are safe. 

Our findings

People can feel relaxed and comfortable in their surroundings. People were accommodated 
in three individual cottages and one shared cottage. They had personalised rooms to 
varying degrees with their pictures, ornaments and memorabilia creating a homely 
atmosphere. When we spoke with people they told us they liked their rooms. We were told 
by staff that an opportunity came for a person living in the home to move to a different 
cottage. This was done to create a better living environment to meet sensory and personal 
needs. This was evident on our tour around the cottage as it benefited from a relaxation 
lounge along with a separate activity lounge. The activity lounge was regularly used by the 
person and consisted of a large colourful table to increase visual stimulation which was 
important to the person. 

People are cared for in a safe and well-maintained environment.  We saw the home had 
effective and efficient fire procedures, testing and training. Records showed the fire alarm 
was tested every week along with other visual checks. A fire drill was completed back in 
April 2017 with a good response. We saw that PEEP’s were in place for people living in the 
home, however, two were dated October 2016. When discussed with the manager they 
were able to provide us with the reviewed and up-dated copies. Consideration should be 
given to ensure the up-dated copies are in the care files. An infection control audit was 
completed in July 2017 with no issues identified. Monthly health and safety checks had 
been completed, where faults had been identified these were recorded along with a 
completion date. Training records evidenced all staff have received health and safety 
training. We recommended to the manager that the health and safety checklists could 
benefit from being separated for each cottage. This would ensure thorough checks are 
completed. The surface of external area at the rear of the cottages was found to be uneven 
and posed a trip hazard to people residing there. People are unable to control the 
temperature of their individual cottage. Both issues had been identified by the responsible 
individual during their November visit. It is recommended these issues are reviewed as a 
matter of priority. 

Overall, people are living in an environment that supports their well-being and safety. 



4. Leadership and Management 

Summary

People living in the home are cared for by staff who are well supported and receive regular 
training and supervision. Staff are dedicated and motivated due to feeling supported by the 
managers. Information about what the service provides is accessible to people living in the 
home. 

Our findings

People receive care and support from staff who are safely recruited and appropriately 
trained for the roles they undertake. We examined two staff files which contained the 
required information to ensure their suitability and fitness. It was evident from the staff files 
that the necessary pre-employment checks, such as references and disclosure and barring 
service (DBS) checks, had been completed and found to be satisfactory. Staff we spoke 
with told us that they had sufficient training to undertake their role competently. Staff stated 
“the training is much better” and “we can request extra training if we feel the need to” 
We saw the training records contained details of training relevant to the care needs of 
people living at the home. People benefit from receiving a service where staff are well 
trained and recruited appropriately. 

People benefit from a service where staff are well-supported and supervised. Staff spoke 
positively about working in the home and the support they receive. Staff stated, “the 
manager is very approachable, nothing is too much bother”. Staff we spoke with 
demonstrated job satisfaction and a commitment to working at the home and told us they 
had a “good staff team”. A staff questionnaire stated, “new ideas are encouraged and 
supported, the manager is always available”. Staff team meetings had taken place 
throughout the year but these were not consistent. This was addressed with the manager to 
ensure all staff were aware of what was happening in each cottage.  We saw that regular 
supervisions were being conducted along with annual appraisals. Questionnaires received 
back from staff confirmed that supervisions are held every six to eight weeks. A discussion 
was held with the manager about setting objectives for the following sessions to ensure 
staff have an opportunity to develop professionally. Questionnaires received back from staff 
confirmed they are supported and feel valued by the management of the home.  People 
receive a service where the well-being of staff is given priority.     

People can be assured that there are systems in place to monitor and assess the quality of 
the service provided. Questionnaires in a suitable format are given to people living in the 
cottages throughout the year each covering different aspects, for example, the home, 
activities, staff and making decisions. The summary of the feedback was available in easy 
read format. Families were also issued with questionnaires; one completed questionnaire 
we viewed included positive feedback. Staff and professional feedback should be sought 
and included within the quality assurance report. An easy read complaints policy was 
available and was signed by people living in the home. People we spoke with told us they 
knew how to make a complaint and were comfortable in talking to staff or their key worker. 
We noted that there had been no formal complaints since the last inspection. We reviewed 
the home’s most recent statement of purpose dated October 2017 and found this to be 
comprehensive, providing information about what the service provides. There is an easy 



read service user guide which includes photographs of the home and the surrounding area. 
Overall, people understand the care, support and opportunities which are available to them. 
 



5. Improvements required and recommended following this inspection

5.1 Areas of non compliance from previous inspections

None 

5.2 Recommendations for improvement

We recommended the following:

 Staff and key worker signatures on care documents to help ensure staff have read 
and understood the needs and risks of the people they support.

 Hospital passport documents to be reviewed to ensure the most up-to-date 
information is available to staff and health professionals.  

 The correct PEEPs to be in place in care files to ensure current information is 
available to staff. 

 Review of the heating system to enable individuals to regulate temperatures in their 
own cottage. 

 Review areas to the back of the cottages to promote the health and safety of people, 
staff and visitors. 

 Separate health and safety checklist for each cottage would help ensure thorough 
checks are completed. 

 Staff and professionals feedback should be included in the quality assurance report. 
 Team meetings should be held regularly to ensure all staff know what is happening 

in each cottage.
 Medication audits to be done regularly. 
 Objectives to be set in staff supervisions and appraisals to ensure staff can develop 

professionally. 



6. How we undertook this inspection 

This was a full post registration inspection. We visited on the 14 November 2017 between 
09:55 and 15:30. Two inspectors visited Pine Cottages. . 

The following methods were used:

 We spoke with three people living in the home and two staff supporting them. 

 We held a discussion with the home manager. 

 We gave questionnaires to people living in the home and staff. We also sent 
questionnaires to relatives and professionals.  We received questionnaires back from 
two residents, three staff members and one relative. 

 We completed a medication audit. 

 We looked at a wide range of records; we focused on four care plans and related 
documents, activities, team meetings, key worker meetings and residents’ meetings, 
two staff files, supervision and appraisal records, staff training records, statement of 
purpose, service user’s guide, infection control audit, incidents and accidents, health 
and safety records, maintenance log and fire safety records. 

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 Mental Health Care (Highfield Park) Ltd

Registered Manager(s) Philip Pitchford

Registered maximum number of 
places

7

Date of previous CSSIW inspection 12 and 13 October 2016

Dates of this Inspection visit(s) 14 December 2017 

Operating Language of the service English

Does this service provide the Welsh 
Language active offer?

The service does not yet provide the ‘active 
offer’ in relation to the Welsh language.  

Additional Information:


