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Description of the service

The Hollins Care Centre provides nursing and personal care for up to 92 older adults over 
the age of sixty five. The home is located in Cimla, Neath with easy access to local shops 
and facilities. The service is made up of two large adjoining units connected by a corridor. 
The registered provider is Cherish Care Homes (Wales) Ltd. A suitable experienced 
manager who is registered with Social Care Wales is in post. The responsible individuals 
are Benjamin Jenkins and Margaret Jenkins. 

Summary of our findings

1. Overall assessment

People experience warmth and respect and benefit from a range of meaningful activities. 
There are effective care planning and review processes in place to ensure that people 
receive appropriate, responsive care. The manager and responsible persons (RI) are visible 
and approachable. People can be confident that there is a sufficient level of staffing. The 
recruitment process is mostly robust, however, an audit of staff files was recommended to 
ensure they were all fully complete. The home provides clear information so that people 
know and understand the care, support and opportunities that are available to them. People 
are safe and as far as possible protected from harm.

2. Improvements

There were no areas of non compliance identified at the last Inspection. 
We noted that recommendations made at the last inspection had been addressed. 

3. Requirements and recommendations 
 
Section four of this report sets out recommendations to improve the service.



 
1. Well-being 

Summary

People experience warmth and respect and benefit from a range of meaningful activities. 
People are safe and as far as possible protected from harm. There is effective care 
planning and review processes in place to ensure that people receive appropriate, 
responsive care. People have enjoyable mealtime experiences.

Our findings

People experience warmth and respect. We saw that staff treated each person as an 
individual. They were attentive and responded to people’s different needs with appropriate 
prompting and support. We spoke with people living in the home, who told us they liked 
living there. People told us “the staff are brilliant and that includes the cleaners and kitchen 
staff” and “It’s a lovely place to live, I know all the staff by their first name”. When we 
observed staff it was clear that they knew the people living in the home well and we saw 
them actively engaging in conversations. Staff spoke in a friendly, caring and respectful way 
and people responded positively. Relatives told us “I have no complaints, the staff are 
great” and “whenever I visit I’m always made to feel welcome”. We saw that interactions 
between people living at the home, care staff and the manager were relaxed and positive. 
We saw people at the home felt at ease talking to staff. People we spoke with on our visits 
told us they were happy living at the home. Therefore, we found people experience warmth 
and respect. 

People have opportunities to participate in individual and group activities. We found that a 
full time activity coordinator and individual named care staff had been allocated designated 
hours for undertaking activities. The activity coordinator spoke enthusiastically about 
introducing various physical, mental and sensory based activities. These included craft 
work, organising exercises, cake decorating, flower arranging and sing-alongs. Outdoor 
activities, such as gardening and going on trips out to local places of interest, were also 
being arranged. During our inspection visits, people had been offered pet therapy, 
aromatherapy and hairdressing services. On one visit, three people were enjoying baking 
Welsh cakes with a staff member in the conservatory. These were going to be offered to 
people and their visitors with a cup of afternoon tea.  On another visit we observed a sing a 
long in the lounge. People fully participated in the activity by singing and clapping their 
hands to the music. One person told us that “I really enjoy the sing-alongs with the old time 
songs”. We saw that people had also created Halloween-themed craft items that had been 
used to decorate the home. We saw from activities records that people had received one to 
one time for reminiscence, being read to aloud and nail care. People told us that they 
enjoyed chatting with staff and going out with family. We can conclude that people benefit 
from a range of meaningful activities.      



People can feel safe and protected from harm or neglect. Staff spoken with were clear 
about their responsibilities around protecting the people they cared for. They were confident 
about the action they would take if they had any concerns about a person’s well-being. 
Policies relating to keeping people safe, including the safeguarding policy, were available in 
the home. Discussions with the manager confirmed her understanding of the process to 
follow when it was felt a person lacked the capacity to manage their own safety in line with 
Deprivation of Liberty Safeguarding (DoLS) legislation. We saw risk assessments in 
people’s care documentation which had been reviewed regularly to ensure that any risk to 
the person was minimised.  Relatives we spoke with told us that they felt their relatives 
were “well looked after” and “safe”. We therefore found that people are safe and as far as 
possible protected from harm.



2. Care and Support 

Summary

People are well cared for at The Hollins Care Centre. There are effective care planning and 
review processes in place to ensure that people receive appropriate, responsive care. 
People have enjoyable mealtime experiences.

Our findings

People’s individual needs are recognised and they experience kindness and compassion in 
their day to day care. We found that the care being delivered was consistent with people’s 
risk assessments and care plans. There was an effective system in place for reviewing and 
updating care plans monthly or with any change in need. Care delivery was evidenced in 
the monitoring charts we saw. However, we did recommend that people’s weight monitoring 
charts are completed with the actual date of weight monitoring and not just the month. 
There was evidence within care records that people had accessed medical and other 
specialist services as and when needed. We saw that the required equipment was available 
to enable staff to deliver appropriate safe care. People told us they were happy at the home 
and satisfied with the quality of care they received. We observed people to be clean, 
comfortable and well kempt. A relative we spoke with confirmed that their loved one was 
always clean and well cared for. They told us that staff were, “All very kind and patient” and 
“I have no complaints”. People experience appropriate, responsive care from kind and 
caring staff.

People are protected by a safe medicine administration and storage system. We found that 
the system for ordering and storing medication was robust and there was a good working relationship 
with the supplying pharmacy. We saw that staff were trained and competent in the administration of 
medicines and that all medication was stored in lockable cupboards. We saw that Medication 
Administration Records (MAR) had photographic identification attached and had been 
accurately completed with no gaps in signatures.  We observed that all medicines were 
correctly stored and that an up to date medication policy was in place. A daily temperature 
record of medication storage had been completed; this was also the case for medication 
that needed to be stored in the fridge. This demonstrated that people are supported to be 
as safe and healthy as they can be.

People are offered home cooked and nutritious meal choices. People spoke very highly of 
the meals and snacks they were provided with, describing them as “very good” or 
“excellent.” We observed that people had a choice of food and they appeared to enjoy their 
lunchtime meal, which smelt and looked appetising. We saw that people had ready access 
to drinks and we were told that if a person requests snacks or an alternative meal they were 
always accommodated. People were provided with their meals in their preferred areas and 



care staff assisted those who needed it with patience and consideration. Therefore, we 
conclude that people benefit from attention to their nutrition and hydration. 



3. Leadership and Management

Summary

The manager and responsible individuals (RI) are visible and approachable. People can be 
confident that there is a sufficient level of staffing. The recruitment process is mostly robust, 
however, an audit of staff files was recommended to ensure they were all fully complete. 
The home provides clear information so that people know and understand the care, support 
and opportunities that are available to them.

Our findings

The manager and responsible individuals (RI) are visible and approachable. All staff we 
spoke with during our visits told us that the management team was approachable, fair and 
professional. We observed that interactions between the manager, RI, people, relatives and 
staff were relaxed and friendly but respectful. We saw that people and staff approached the 
manager with ease to engage in light hearted chats or discuss more serious matters. Staff 
told us the different roles and responsibilities within the staff team and confirmed that they 
felt well equipped to carry out their duties. Staff and people living in the home benefit from 
effective leadership.

People can 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 was enough 
staff on duty to provide people with the support they needed when they needed it. There 
were staff support systems in place. Staff we spoke with told us they felt supported in their 
roles. We saw records of regular team meetings and staff received one to one supervision 
as required. The manager stated that she had an open door policy and staff confirmed that 
she was always approachable. Therefore, people can enjoy being cared for by a supported 
staff team.

People can be mostly assured that recruitment practices are robust. We viewed six staff 
files and found that the required employment documents were mostly in place. The 
information on staff files included: applications of employment; a minimum of two 
references; Disclosure and barring service (DBS) checks; qualifications; identification such 
as passport, driving licence and birth certificate. However, we found that one member of 
staff did not have a recent photo on their file and one staff member did not have a full 
employment history included on their application. We therefore recommended that staff files 
should be audited to ensure they all contain a recent photograph and a full history of 
employment with all gaps accounted for. Overall we found the recruitment process to be 
safe. 

People can access information to help them understand the care, support and opportunities 
available to them. This is because we saw a statement of purpose available within the 
home. This document was current and contained the aims and objectives of the service. 



We saw that there were up to date company policies and procedures for staff to follow. We 
looked at a selection of policies: complaints, infection control, medication, whistleblowing 
and safeguarding.  We observed staff interact with people in a respectful, friendly and 
patient way. Overall, the home provides clear information so that people know and 
understand the care, support and opportunities which are available to them.



4. Improvements required and recommended following this inspection

4.1  Areas of non compliance from previous inspections

There were no areas of non-compliance identified at the last Inspection.

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

 People’s weight monitoring needs to be recorded appropriately.
 All staff files need a recent photograph attached. 
 All staff application forms need a full past history of employment with no 

unexplained gaps. 



5. How we undertook this inspection 

This was a focused inspection undertaken following concerns raised about the care and 
support people receive. For the purpose of this inspection we considered the well-being, 
care and support and the leadership and management the service provides. Two inspectors 
made three unannounced visits to the home on 13 September 2018 between 10.30a.m. 
and 2:30 p.m., 4 October 2018 between 12:15 p.m. and 3:20 p.m. and 16 October 2018 
between 9:20 a.m. and 11:45. p.m. 

The following methods were used: 
 We spoke with many of the people living in the home and observed their interactions 

with staff.
 We spoke with relatives, care and ancillary staff on duty, the manager and 

responsible individuals. 
 We looked at six people’s care records and numerous monitoring charts. 
 We examined the medication procedures and processes.
 We looked at the records of six members of staff.
 We looked at other documentation, including staffing rotas, policies and procedures 

and maintenance records. 

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

http://www.careinspectorate.wales/


About the service

Type of care provided Adult Care Home - Older

Registered Person Cherish Care Homes (Wales) Ltd

Manager Yes

Registered maximum number of 
places

92

Date of previous Care Inspectorate 
Wales inspection

03/05/2018, 08/05/18 & 21/05/2018

Dates of this Inspection visit 13/09/2018, 04/10/2018 & 16/10/2018

Operating Language of the service English

Does this service provide the Welsh 
Language active offer?

This is a service that does not provide an ‘Active 
Offer’ of the Welsh language. We recommend 
that the service provider considers Welsh 
Government’s ‘More than Just Words follow on 
strategic guidance for Welsh language in social 
care’ 

Additional Information:


