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Description of the service

Caeglas Care Home is registered to provide personal care only for up to twenty-four people 
aged sixty-five years and over.  The home is situated in Ffairfach, a small, rural village on 
the outskirts of Llandeilo.

The registered providers of the service are Mrs Bernadette Alice Wilcox, and Mr John 
Ardwyn Wilcox. The home is managed by an experienced operational manager who was 
available on the second day of the inspection.  

Summary of our findings

1. Overall assessment

People are happy living in Caeglas Care Home as they are treated respectively as 
individuals by experienced professional staff. People understand what care, support and 
social opportunities are available and use these to help achieve their wellbeing. 

People live in a home were the Welsh language is actively promoted. The accommodation 
ensures people are comfortable, happy and facilitates independent living. People also 
benefit from living in a home which is continually improving.  

2. Improvements

All policies and procedures have been fully reviewed, including the statement of purpose. 
An audit of staff files has been completed, this included staff training and disclosure and 
barring service updates. All people with bed rails in place have been risk assessed. The 
service is compliant with fire safety regulations. 

Care plans for people living at the home are adequate, but would benefit further from 
additional information on the specific care and supports needs of the person. Items such as 
towels and flannels are appropriately stored. 

3. Requirements and recommendations 

Section five of this report sets out our recommendations to improve the service and the 
areas where the home is not meeting legal requirements. 
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1. Well-being 

Summary

People are encouraged to be active members of their community and receive care and 
support in a language of their choice. 

Our findings

People’s Welsh language needs are recognised and supported. The home was located in 
an area where Welsh was the first language for a high number of people. We found the 
home provided an ‘active offer’ of the Welsh language. We heard staff speaking to people 
in Welsh throughout the inspection. We saw signage in both English and Welsh throughout 
the home. Documentation could also be provided in both languages. We can conclude that 
people can enjoy living in a home that promotes the Welsh language and culture. 

People benefit from a varied diet and attention to hydration. Menus were healthy and 
offered plenty of choice. We saw menus were developed in consultation with people living 
at the home. The kitchen had achieved a Level 5 rating (very good) awarded by the Food 
Standards Agency. In discussion with catering staff we found them to have a good 
knowledge of the dietary needs of the people living at the home. We saw specialist dietary 
requirements were held and made visible to catering staff and care workers. We were told 
that where possible produce was sourced locally, this included meat from a local butcher. 
People were seen eating lunch of which on the day of inspection was a beef dinner followed 
by a pudding. People commented positively on the food. One person said “the food is very 
good”. A relative who visited the home on a regular basis told us “very happy with the 
quality of the food, always choice”. At meal times we saw staff providing assistance to 
people when needed. In addition staff were attentive in ensuring people were hydrated. 
Staff were seen offering both hot and cold drinks throughout the day. Therefore people 
have a wide choice of food and refreshments provided by attentive staff.

People are encouraged to be involved in community activities and have a wide range of 
opportunities to socialise. We found Caeglas to be a warm friendly home that encouraged 
people to maintain and develop friendships both in the home and the wider community. We 
saw both breakfast and lunch were times people enjoyed socialising. People were seen 
sitting in groups conversing whilst enjoying their meals. We sat with a number of people 
taking tea and cake in the garden area. Two of them had only lived in the home for a short 
period of time, whilst the other had lived there for a number of years. All three were keen to 
tell us how much they “enjoyed living” at Caeglas. One person told us about their initial 
reservations on moving into the home. This they told us was due to being worried about 
losing their identity, and access to friends and family. This they went on to say was not the 
case, as they had developed new friendships, and had regular visits from family members. 
All three were seen throughout the afternoon sitting together chatting. 

We found the ethos of the home to be that all care workers and managers were responsible 
for activities. This included both on an individual and group basis. This was supplemented 
by an activity coordinator who had recently returned to work at the home. Both staff and 
people living at the home referred positively on their return. We observed a number of 
people playing hangman and charades in the lounge area. This was facilitated by two care 
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workers. People were seen to be fully engaged in the activity. People told us they enjoyed 
such activities and looked forward to them. We saw a sing-along had also been arranged 
for the following afternoon. In addition we were told external singers were arranged on a 
regular basis. A vehicle was also accessible to people, and used to support people to 
access the wider community. We saw people were consulted on activities through one to 
one support and within resident group meetings. This demonstrates that people can be 
involved and do things that matter to them

 

. 
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2. Care and Support 

Summary

People receive effective care and support and are supported by competent staff that have a 
good understanding of their individual needs. People have developed good relationships 
with care workers that treat them with dignity and respect. 

Care workers understand and anticipate people’s needs but documentation needs to 
evidence that people or their relatives are involved in decisions that affect their lives.  

Our findings

People living at the home have developed good relationships with care workers. The home 
maintained a stable staff team, with minimal turnover of care workers. We saw appropriate 
levels of staffing were being maintained, and people felt “comfortable” with care workers.  
We saw people and care workers engaging with each other throughout the inspection. It 
was evident through observations and discussions care workers genuinely cared about 
people’s wellbeing. People living at the home told us “staff are wonderful” and “they always 
listen”. A relative said “they are very kind and caring”. In conversation with care workers we 
found they had a good knowledge of the people they supported. However, we felt the 
service would benefit from recording life story information on the people they supported. We 
were told this had been discussed and would shortly be implemented. We saw staff always 
made time for people, and would make time to sit with people and discuss everyday 
subjects. People, therefore relate well with the staff that care for them. 

People have the right care at the right time in the way that they want it. We saw good pre-
admission processes in place and the relevant information about people was being 
recorded. This included consulting with the person and their relatives. We saw care plans 
were individualised and recorded any potential risks, with adequate measures in place to 
minimise the risks identified. This included people living at the home assessed as being at 
higher risk of trips and falls. Such people had safeguarding measures in place, including 
falls sensor mats and bedrails. However, care plans would benefit from additional 
information as they were fairly brief and didn’t give a full picture of the person of whom they 
related. In addition there was limited evidence of formal care plan review meetings. We 
would expect such meetings to be recorded, with the involvement of the person and/ or 
their relative. In addition any outcomes achieved to be clearly noted, and any future actions 
or aspirations identified. This was acknowledged by members of the management team 
who told us a new care plan was in the process of being developed. We saw the skin 
integrity of people at risk of developing pressure sores was well managed. The appropriate 
safeguards were in place and being recorded. In discussion with senior staff alternative 
monitoring systems were discussed. Therefore, people receive a good service which 
effectively caters for their individual needs.  

Medication is well managed within the home. The home operated an electronic medication 
management system in partnership with a local pharmacist. This we were told worked very 
well. One care worker told us “it’s so much easier and safer”. We were told only senior staff 
held responsibilities for the management and administration of medication. This was 
observed during the inspection. We saw responsible staff had completed the relevant 
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training, and had their competencies checked by the manager or deputy manager on a 
regular basis. We saw a dedicated medication storage room, which also included a 
controlled medication storage cabinet. All records appeared accurate and well maintained. 
We observed a care worker administering medication. This was done sensitively and in a 
professional manner. People, therefore have their medication administered by trained, 
professional staff.
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3. Environment 

Summary

Caeglas provides quality accommodation in a quiet but easily accessible location. The 
accommodation ensures people are comfortable, happy and where their independence is 
maintained. People also benefit from living in a home which is continually improving.  

Our findings

Caeglas is a welcoming, comfortable, clean and friendly environment where people are 
placed at the heart of the service. The home is set in extensive well maintained grounds on 
the outskirts of Llandeilo. The staff pride themselves on maintaining a supportive 
community, where people actively contribute and feel valued. This was evidenced through 
observed interactions and minutes of resident meetings. We found people living at the 
home were treated with the upmost respect throughout the inspection. A number of care 
workers told us “it’s their home we are the guests”. This ethos was demonstrated 
throughout the inspection.  We spoke to a number of people on their experience on living at 
Caeglas. One person said “I love living here, it’s wonderful”, another told us “it’s a lovely 
place to live, staff are very kind”. A relative said “x is very happy here, I always feel when 
visiting very welcome”. 

We felt a real sense of community and homeliness throughout the inspection. People 
appeared relaxed in each others company, but could access private space if needed. 
Communal areas were clean, nicely decorated, but also charming and reflective of the age 
of the building. High ceilings, large rooms and good natural light promoted a sense of 
wellbeing.  Bedroom areas were personalised and well maintained. We found a real multi-
disciplined approach had been developed by staff within the home. We spoke to people 
taking tea and cake outside enjoying the peaceful matured gardens. All were happy living at 
Caeglas. One person told us “It is never going to be like your own home but it’s very good”. 
Therefore, people feel uplifted and valued because they are supported in a personalised 
caring environment. 

People benefit from a registered provider that is continually developing and financially 
reinvesting in the home. We saw they had invested in a new electronic care management 
system. This enabled care workers to update the care being delivered through electronic 
hand held devices. We were told this would be further enhanced as care planning 
documentation would also be uploaded onto the system. This we were told was part of 
developing a paperless service, as well as assisting care workers to record all actions 
carried out. We saw updates to decoration was professionally carried out. This included 
new carpets in communal hallways. We were told there were plans for a future extension, 
which would result in additional bedrooms and communal space. This was still being 
considered at the time of inspection. We saw all mobility equipment was being maintained, 
and replaced where appropriate. People, therefore benefit from a service that is financially 
sound and continually reinvesting for their benefit. 
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4. Leadership and Management 

Summary

The registered persons are approachable, easily accessible and ensure a strong set of 
values are at the heart of the service. 

Staff feel valued, supported to use their skills for the benefit of people living at the home. 
However supervision and appraisal of staff must be more consistently carried out. 

Our findings

People are well informed on how the service is provided. We saw a detailed statement of 
purpose and service user guide. The document described the values and philosophy of the 
service.  We saw staff working in a way that demonstrated these values. We saw a well 
presented guide for people interested in moving into the home. This described the home, 
the staff team and its facilities. We saw all policies and procedures had recently been 
reviewed. We sampled four policies and procedures as part of the inspection. These related 
to moving and handling, prevention of falls, safeguarding and staff recruitment and 
selection. These were well organised and reflected current legislation and good practice. 
However, we recommended that a simple staff reporting flowchart be added to the 
safeguarding policy/ procedure. This would include contact details and provide guidance to 
staff on what steps to step if any suspected abuse is identified by staff. Therefore, People 
are clear on what the service provides and how they provide it 

People are aware of the lines of accountability and the management team are visible, 
approachable and responsive. On entering the home we were welcomed by a member of 
the management team. This is because their desk was in the reception area, ensuring they 
are easily accessible to people, staff and visitors. We observed any visitors to the home 
were greeted and made welcome. We saw senior staff were visible throughout the course 
of the inspection, and were seen assisting staff, supporting people living at the home and 
discussing any issues with friends and relatives. One person living at the home told us “the 
managers are very helpful”. A relative said “managers and staff are easy to speak to, they 
always keep me updated”. The home is a family run business, and has been for many 
years. The registered providers pride themselves on maintaining a homely, family based 
ethos where people are placed at the heart of the service. This was evident throughout the 
inspection, as nothing was too much trouble. Both care workers and managers were seen 
providing care and support, but also assisting in other duties. These included community 
activities, cooking, washing the dishes and maintaining the home and surrounding grounds. 
Staff all felt positive on their multi faceted roles, stating team work was the key ingredient in 
maintaining a good service for people. Therefore, people can be confident that the service 
is well managed.  

People can be assured that staff working in the home have been through a good 
recruitment and induction process. Care workers told us they had received a 
comprehensive induction process, and an induction checklist confirmed this. However, in 
discussion with the manager we recommended introducing the Social Care Wales revised 
induction framework. We felt this would further enhance the induction process and this 
could be used as evidence for staff completing the qualifications and credit framework 
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(QCF) in health and social care. Four staff recruitment files were checked as part of the 
inspection. The files inspected were well organised and satisfied regulatory requirements. 
Therefore, the safety and well-being of people living in the home is ensured through safe 
staff recruitment systems. 

The well-being and on-going support and development of staff requires improving. We 
looked at the supervision and appraisal records of four staff members. Supervision although 
being carried out was inconsistent and not being completed under regulatory requirements. 
In addition annual appraisals were inconsistent and not always being undertaken. However, 
care workers told us they could approach senior staff “at any time”, and guidance, direction 
and advice was always provided. A supervision and appraisal plan for the next year has 
since been provided. Care workers told us they attended formal team meetings “every few 
months”. Minutes of meetings confirmed this. Care workers also provided a number of 
positive comments on managers. These included “really nice family run home, the 
managers are all lovely”, and “the managers never see you struggle, they are great”. 

We saw staff had access to training and development. Training modules included manual 
handling, management of medication, infection control, first aid, safeguarding and basic 
dementia care. In discussion with staff overall feedback suggested further training was 
required in relation to supporting people living with dementia. This was discussed and 
recommended as part of the inspection. We also found in discussion with managers that 
not all training had been recorded on the training matrix. This we were told would be 
immediately addressed.  Therefore staff are well trained and overall provided with good 
management support. This would be further improved with consistent formal supervision 
and appraisal. 
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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

We have advised the registered persons that improvements are needed in relation to 
ensuring persons working at the care home are appropriately supervised (Regulation 
18.2) in order to fully meet the legal requirements. A notice has not been issued on this 
occasion as there was no immediate or significant impact for people using the service 
and we were satisfied with the steps being taken by the manager to achieve 
compliance. We expect the registered persons to take action to rectify this and it will be 
followed up at the next inspection. 

5.3  Recommendations for improvement

We recommend the following:

 To provide more detail in care plan documentation that fully reflects the care and 
support being provided. In addition ensure care plan review meetings are recorded 
with any outcomes achieved or additional support needs clearly identified.

 To ensure the training matrix is kept up to date and reflective of all training 
completed.

 To consider more advanced staff training on working with people living with 
dementia. 

 To consider further developing the safeguarding policy. This would be achieved by 
adding a simple staff reporting flowchart, with the relevant information and contact 
details if any suspected abuse is identified by staff. 

 To consider introducing additional safeguards (skin bundle documentation) when 
appropriate to people at risk of developing pressure sores. 

 To consider introducing the revised Social Care Wales induction framework. 
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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 the 16 August 2018 between 09:30 a.m. and 4:00 p.m. 
An announced visit was also carried out on the 17 August 2018 between 09:00am and 
12.30pm. 

The following methods were used:

 We used the Short Observational Framework for Inspection (SOFI). The SOFI tool 
enables inspectors to observe and record care to help us understand the experience 
of people who cannot communicate with us. 

 We viewed the home’s indoor and outdoor areas.
 We spoke with six people living in the home and observed their interactions with 

staff.
 We spoke with three relatives and six staff on duty. This included care workers, 

senior care staff, catering staff, the manager, and members of the senior 
management team. 

 We viewed four people’s care records and the records of four members of staff, 
including records related to training, formal supervision and annual appraisals. 

 We looked at a wide range of other documents, such as the home’s statement of 
purpose, service user guide , a sample of policies and procedures, quality monitoring 
procedures and incident 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(s) Bernadette Wilcox

John Wilcox

Registered Manager(s) Nerys Thomas

Registered maximum number of 
places

24

Date of previous Care Inspectorate 
Wales inspection

23 & 24 February 2017

Dates of this Inspection visit(s) 16 & 17 August 2018

Operating Language of the service Both

Does this service provide the Welsh 
Language active offer?

This is a service that provides an 'Active Offer' 
of the Welsh language. It provides a service that 
anticipates, identifies and meets the Welsh 
language and cultural needs of people who use, 
or may use, the service.  

Additional Information:



No noncompliance records found in Open status.


