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Description of the service

Maes Y Wennol Care Home is registered with the Care Inspectorate Wales (CIW) to 
provide accommodation and personal care for up to 29 older adults aged 65 and over. 
Within this number up to 16 people with a diagnosis of dementia and one person between 
the age of 18 and 64 can be accommodated. At the time of our inspection 27 people were 
living at the home.

The registered provider of the service is BUPA Care Homes (Partnership) Limited. The 
Manager is Sandra Holt.

Summary of our findings

1. Overall assessment 
People living at Maes Y Wennol are supported by a dedicated manager and staff team 
who have a good understanding of their needs. We found that people are supported to 
make choices and have opportunities to take part in activities that interest them. The 
service offers well maintained accommodation with welcoming outdoor space.

2. Improvements
We noted that recommendations made in the previous report have been addressed, 
including: up to date photographs on staff records and accurate information available 
as to how to make a complaint.

3. Requirements and recommendations 
         Section five of this report sets out recommendations to improve the service 
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1. Well-being 

Summary

People are supported to achieve well-being by being provided with opportunities to make 
choices, be active and have things to look forward to. 

Our findings

People are given opportunities to participate in a wide range of activities and enjoy being 
part of their community. We saw notices displaying a variety of activities including:

 Trip to Aberystwyth;
 Canal Trip;
 Pitter- Patter nursery visits;
 Reminisce activities;
 Dominoes/bingo;
 Religious Service;
 Singing Farmer;
 Choirs;
 Pets, Pony and puppy visits;
 Shopping Trips;
 Daily trips to the local town

We spoke to the activity co-ordinator who had listened to people’s opinions from the 
residents meeting and had organised that people were able to get their bus passes and 
now carers were able to support people to use the service bus to pop into town. Everyone 
spoke highly of the activity co-ordinator, stating that she went out of her way and was 
flexible in her working pattern to meet people’s wishes where possible.  We saw the agenda 
from the residents and relatives meetings (25th April 2018) and the poster for the 
Involvement Charter. One relative told us “they are very obliging, can come and go 
whenever a great atmosphere.” We saw photographs of people participating in activities. 
We were told by people that “there is always something going on”. We conclude that the 
service is ensuring well-being through enabling people to participate in local, social and 
community activities and that people have things to look forward to.

People are not always able to have a service delivered in Welsh or to communicate in the 
language of their choice. We spoke to the manager and responsible individual about 
providing the service in Welsh in line with the Welsh Language Act and it was recognised 
that further work was required as “it had not been a priority as there was only one person 
who spoke Welsh and the area was not a strong Welsh speaking area”. There was one 
member of staff who was fluent Welsh speaker and one Welsh speaker living at the home. 
However, during discussions with people at the home it was identified that there was a 
higher number of Welsh speakers living at Maes Y Wennol. The Statement of Purpose was 
available in Welsh. This shows that whilst some progress was being made towards the 
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‘Active Offer ‘it was recommended that the registered provider refers to the Welsh 
Government’s ‘More Than Just Words follow on strategic guidance for Welsh language in 
social care’.   We can conclude that people live in in a home that does not promote the 
Welsh language.

People’s dietary choices and nutritional needs are being met through a varied diet that is 
based upon individuals’ preferences. We saw breakfast being offered with a choice of 
cereals or cooked breakfast if desired; each lounge had a small area to make drinks. There 
was fresh fruit on each dining table. We saw the Bupa Summer menu planner and were told 
that the cooking team varied this as the home also supplied lunches for the day centre 
users. We saw a board recording people’s dislikes and likes, allergies and dietary 
requirements. The home had a five star food hygiene rating from the Food Standards 
Agency.  We spoke to people who told us they enjoyed the food and were always able to 
choose something different. We saw the menu for the day displayed in each lounge. We 
saw lunch being served from a hostess style trolley to each lounge. People were able to 
choose where they ate either at the dining table, in their room or seated in the lounge. 
Everyone was offered fresh drinks with their meals. We heard people and care workers 
chatting about the lunch and expressing their enjoyment. We conclude that people’s 
nutritional needs are well considered and accommodated to ensure their well-being.

People have a voice and are able to express their opinion. We saw evidence on notice 
boards that people were informed on how to make a complaint, compliment or raise a 
concern. We saw many Thank you cards displayed throughout the home. We saw that 
complaints had been dealt with within required timescales and resolved to people’s 
satisfaction. We therefore consider that the service listens and acts to ensure people’s 
concerns are listened to and addressed.
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2. Care and Support 

Summary
People are cared for and supported by dedicated care workers who have a good 
understanding of their individual needs and treat them with respect and kindness.

Our findings

People are supported by care workers who understand them and their individual needs. 
Throughout the inspection we saw and heard care workers positively interacting and 
supporting people. People we spoke to told us that they valued the care workers, “they 
helped me, night times were the worse things going round in head but they really listened, 
helped,” and “Very good here, she knows I like these sweets , very difficult to find now but 
she knows I like them and always keeps an eye out for them”. People were supported 
through difficult situations. We were told that care workers really understood how 
challenging the move to a care setting could be, “it was a hell of a change but now I am 
very happy, excellent food and staff, a home from home without the stress of washing, 
ironing.” We heard reassuring interactions and gentle orientating of people who had 
become confused, “would you like me to help, you live with here with us now.” Care 
workers we spoke to told us how much they enjoyed working at the home “I love it”  “ it’s a 
good set up” “people living here really cheer you up, it’s a great atmosphere”  . One person 
told us that they had experienced it from both sides and “couldn’t fault it”. Care records 
were well organised, identified what a person’s day looked like and contained information 
including their social history. This allowed care workers to have up to date information 
about a person and how they wished to have their care needs met. The care workers we 
spoke to were able to provide us with good details of the people they provided care and 
support to. Staff turnover was low and there was no use of agency staff .Care workers told 
us that the strong benefits of continuity of carers was that people and carers living at home 
had really positive relationships. We consider that people are supported by carers who 
understand their individual needs and treat them with respect.  

People are supported to remain healthy and have access to appropriate health and social 
care professionals. Appropriate referrals were made to health professionals, and 
appointments to dentists, optician and chiropody were all documented. We saw a referral 
made for one person with ongoing “low mood” and were able to see the resulting actions 
and review. One healthcare professional described the service as “outstanding”. Care plans 
were reviewed within the required timescales, and signed and dated. Risk assessments 
including falls, skin care and pressure damage were evident on the four care files we 
examined. We saw medication being dispensed from blister packs and we discussed 
medication administration with the senior carer who was able to demonstrate a sound 
knowledge of best practice, contra indications and where to seek guidance. Medicines were 
stored securely. We discussed safe disposal of sharps and saw email confirmation of 
arrangement for the collection of yellow sharps boxes and how they were administered.
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 We therefore conclude that people are receiving appropriate care and support to optimise 
their well- being.
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3. Environment 

Summary

People live in a comfortable, clean, homely environment with access to beautifully 
maintained outside space. The accommodation generally meets people’s needs, however 
under the current legislation seven rooms are not of a suitable size to accommodate people 
who require the use of a hoist or permanent use of a wheelchair.  The provider is aware of 
this issue and states in their Statement of Purpose that people who require such aids and 
adaptations in order to meet their needs would not be accommodated in those rooms.

Our findings

People feel valued because they are supported and cared for in a personalised, homely 
environment. All accommodation and communal areas of the home were on the ground 
floor, with three lounge/ dining areas off the main corridor. People were able to socialise 
freely between the lounges should they wish. People have opportunities to take part in 
activities in either of the lounges or, where a larger room may be required in the evening, 
the home also has access to the daycentre room. We saw that people’s room were 
personalised with ornaments, photographs and soft furnishings. We found that the home 
was clean and free from malodours.  People told us that they were comfortable and happy 
with their accommodation. However, we were told by care workers and people living at the 
home that some rooms were felt to be small. One person told us that they preferred to be in 
the lounge as the room’’ was a bit small, but alright’’ another person said they could open 
their door to the outside area which was a real bonus as they could feel “ claustrophobic”. 
Care workers told us if they could change anything it would be “to make rooms’ ensuite, 
bigger rooms, as it is difficult with some of the hoists, it’s very tight’’. Under current 
legislation, seven bedrooms were not of a suitable size to accommodate people requiring 
the use of a hoist or permanent use of a wheelchair. Standard 37.4 of the National 
Minimum Standards for Care Homes states these rooms should be at least 12 sq. m.
The manager told us that the angle of some of the door frames would need to be 
reconfigured to make the rooms larger. During the course of this inspection we were aware 
that one person who required the use of a hoist / wheelchair on a permanent basis 
occupied one of these undersized rooms and as such we have asked the provider to 
provide CIW with further information as to how their needs were being effectively met in this 
situation. We therefore consider that although people are able to enjoy the facilities the 
home can offer, not all accommodation would be suitable to meet people’s personal care 
needs.

People’s well-being is enhanced by having access to safe, pleasant and interesting outdoor 
space, which is accessible. Care workers, people living at Maes Y Wennol and the 
management team took great pride in the outside patio and seating areas that the home 
provided.  All rooms had access to well maintained grounds. There were raised planters 
that were easily accessible. The local nursery and school children had made a bug house, 
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relatives and care workers had helped with cuttings. The area had a variety of seating 
configurations with parasols and sun shades. The outside areas were used for social 
activities, garden parties and interaction with the wider community. We consider that people 
benefit from accessing this well planned and maintained space and have the opportunity to 
socialise with the wider community. 

People can be assured that they will be cared for in an environment that is safe and free 
from hazards. This is because we saw that the home had insurance cover and saw copies 
of safety certificates which were found to be current. On arrival and departure from the 
home we were required to sign the visitors’ book. We examined the Fire Maintenance log 
book which contained information regarding the fire risk assessment (6/4/18), fire drill, 
weekly and daily checks and fire doors. We saw a record of Personal Emergency 
Evacuation Plans and discussed how this information would be easily accessed in an 
emergency. All fire exits were clearly sign posted and clutter free.  Fire fighting equipment 
throughout the home had been serviced within the required timescales. Chemicals were 
stored securely as per Control of Substances Hazardous to Health regulations. We 
therefore consider that equipment and facilities are well maintained to support people’s 
safety.
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4. Leadership and Management 

Summary

Care workers receive training, leadership and support from a manager who is 
approachable. They have the required skills to ensure that people’s care and support needs 
are met. The service is experiencing a period of change which is being communicated to 
the team. There are systems in place to monitor and improve the quality of the service.

Our findings

People benefit from a service where care workers are well lead, trained and supported. We 
spoke to four staff members who all spoke highly of the manager, who was approachable, 
supportive and open. The manager told us that she was “passionate” about the service and 
this was confirmed by both people living at the home and care workers. The service was 
undergoing a period of change which may have impacted upon morale however, staff said 
stated that they were kept informed and felt reassured by the manager. Care workers 
receive supervision within the required timescales, and which we were told they felt was 
meaningful and helpful. We were told that care workers had been encouraged to develop in 
their roles and to look for opportunities to continually develop. This was confirmed by one 
person who told us “ it was really great the way I have moved up, I feel so much more 
confident”. Appraisals take place as required and we discussed ways that evidence from 
supervision could be carried forward to these appraisals. People can be assured that they 
are supported by care workers who feel are provided with the necessary support from a 
strong management team.

 We looked at the training matrix and care workers’ files which demonstrated care workers 
receive a range of training both mandatory and specific training including;

 Health and Safety , including Fire Safety;
 People Moving and Handling ;
 Infection Control;
 Medication Awareness and Medication Management;
 Pressure Ulcers for Carers:
 Falls training
 First Aids;
 Hand Hygiene;
 Nutrition and hydration;
 Safeguarding;
  Mental Capacity Act and DOLS;
 Care of a person with dementia;
 Behaviour that Challenges.  
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Care workers we spoke to were able to demonstrate a good understanding of their training, 
in particular safeguarding and would have no hesitation in escalating concerns. Therefore 
we conclude that care workers have the required skills to ensure that people’s care, support 
and well-being needs are met.  

People can see evidence of driving continuous improvement. We spoke to the responsible 
individual throughout our inspection and found them to be open and transparent. We read 
provider reports undertaken by the responsible individual, as well as the latest Quality 
Assurance report that looked at a range of areas to assess the quality of the service being 
provided. The areas covered in the monitoring included: interviews with service users; 
interviews with staff; with relatives and visitors; complaints and conduct of the service. 
People can therefore feel assured they receive care and support from a provider who is 
aware of their responsibilities to continually review the quality of care provided. 
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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

The following are recommended areas of improvement to promote positive outcomes 
for people: 

 To provide CIW with information as to how the needs of the person requiring  the use 
of a hoist / wheelchair will be met due to currently been accommodated in a room 
below the National Minimum Standard room size 

 To ensure the home fully complies with the “active offer” of the Welsh language as        
required under the Welsh Governments Strategy “More than just words 2016-2019”.  
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6. How we undertook this inspection 

This was a full inspection undertaken as part of our inspection programme. We made an 
unannounced visit to the home on 13 June 2018 between 8.45 am and 4.15 pm. The 
manager was present during our visit.

The following methods were used:

 We spoke to people living in the home.

 We spoke to the manager and responsible individual.

 We spoke to staff employed in various roles in the care home.

 We looked at a wide range of records including care files , staff personnel files, the 
Statement of Purpose ,  Quality Assurance report and maintenance records 

Further information about what we do can be found on our website: 
www.careinspectorate.wales

http://www.careinspectorate.wales/
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About the service

Type of care provided Adult Care Home - Older

Registered Person BUPA Care Homes (Partnerships) Limited

Registered Manager(s) Sandra Holt

Registered maximum number of 
places

29

Date of previous Care Inspectorate 
Wales inspection

10/11/2016

Dates of this Inspection visit(s) 13/06/2018

Operating Language of the service English

Does this service provide the Welsh 
Language active offer?

This is a service that is working towards 
providing an 'Active Offer' of the Welsh 
language. This is because some documentation 
is bilingual and management recognises the 
need to further develop this area.

Additional Information:



No noncompliance records found in Open status.


