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About I-Care Western Bay
Type of care provided Domiciliary Support Service

Registered Provider I-Care Dom Care Ltd

Registered places 0

Language of the service Both

Previous Care Inspectorate Wales 
inspection

27.01.20

Does this service provide the Welsh 
Language active offer?

Yes

Summary
I-Care (Western Bay) provides personal care and support to people in their own home 
across the Swansea Bay partnership region. The head office is in Swansea. The 
Responsible Individual (RI) is Lisa Taylor. There is an experienced manager who has 
operational responsibilities for the service and is registered with Social Care Wales. People 
receive a good service from I-Care. The service is made up of a team of hardworking care 
workers, supervisors and managers that want to make a positive difference to the lives of 
people they support. The management team are approachable, communicate well and are visible in 
the running of the service. There are robust systems in place to ensure that there is oversight of the 
quality of domiciliary support service delivered. There are good staff training and recruitment 
processes in place. 



Well-being 
People contribute to decisions that affect them. Assessments and personal care plans 
viewed were of a good standard; outcome focused and include contributions from others 
including relatives, professionals and others where appropriate. Communication across 
the service is effective and relatives informed us that managers and staff are very 
supportive and helpful. Care staff receive the appropriate training to fulfil their roles.   

The service is well run and managed. There is clear oversight from the RI and 
management team. Quality checks are completed appropriately and according to current 
guidance and legislation. There are effective quality assurance processes across the 
service. All care staff told us that they have a positive working relationship with their 
manager’s feeling supported and listened too. Care staff stated that they receive regular 
monthly formal supervision and an annual appraisal and staff files viewed confirmed this. 
New care staff receive a well-planned and structured induction. All recruitment 
processes are robust and care staff files evidenced this. We saw that RI checks are 
completed, senior management meetings are taking place regularly and that there is 
good communication across the organisation. Staffing levels reflect people’s needs as 
documented in care plans and assessments. People and relatives spoken to confirmed 
that care staff are reliable and that the support provided is consistent with care planning. 
There is regular oversight of service provision including monthly care package reviews.  

People are protected from abuse and neglect as care staff know what to look out for and 
how to raise concerns if they suspect someone’s wellbeing is at risk. Care staff receive 
regular and updated training in safeguarding and have access to clear and detailed 
policies and procedures to guide them. There are detailed risk assessments and plans in 
place to keep people safe and promote independence as far as possible including 
manual handling. Care staff receive training in relation to infection control and the 
current Covid 19 Welsh Government and Public Health Wales guidance. Staff have 
access to and there are good supplies of personal protective equipment (PPE). 



Care and Support 
The service provides a good standard of care and support to people. We spoke to five 
people receiving a service and two relatives. All spoke highly of the care staff provide. 
One person informed us that staff are “friendly, professional and always respectful”. 
Another “their good as gold and always check if I need anything before they leave”. Most 
people informed us that communication with and from the service is very good. A relative 
stated that “they phone me monthly to check all is ok” and “I can contact them at any 
time if anything needs changing”. A local authority care coordinator informed us “I feel 
the level of collaborative working is good and feel the senior care staff who I speak to on 
a regular basis are approachable and helpful”.

The service provider considers a wide range of information to confirm that the service is   
able to meet people’s needs. We viewed eight care files that all contained detailed and 
thorough information regarding people’s care and support needs. Care plans clearly 
define needs and outcomes. These reflect commissioned care levels and all people and 
relatives spoken to confirm this. A person informed us “they are dependable and turn up 
when they say they are coming”. And another “always receive 2:1 support”. Care plan 
reviews take place on a three monthly basis. Reviews are clearly documented and 
include the contribution of people and relatives. 

People are safe and risks to their health and wellbeing minimised as much as possible. 
Risk assessment documentation was clear, being reviewed and reflective of current 
circumstances. We saw that moving and handling plans completed by an occupational 
therapist where appropriate, are in date and reflective of need and provision. Care staff 
confirmed that they have received manual handling training and regular online updates. 
There is an in-house manual handling trainer who also supports safe practice across the 
service. Care staff administer medication as described in a detailed recently reviewed 
medication policy. This is in accordance with the requirements of the local authority 
medicine management team. Care staff receive specific training in relation to medication 
management and this was seen to be current and up to date. A person told us “staff 
always have enough time between calls so meds can be given at the right time”. Other 
people and relatives also confirmed this. There is a regularly reviewed and updated 
infection control policy and specific Covid-19 pandemic policy. Care staff receive training 
in relation to infection control which was seen to be current. All staff viewed during our 
office visit were wearing appropriate Personal Protection Equipment (PPE) and 
collecting new supplies to complete their calls safely.  
 
      

 



Leadership and Management 
There are good oversight arrangements in place to ensure the service runs smoothly. 
The service is managed well by an experienced operations manager and responsible 
individual (RI). There are also area supervisors and planners who coordinate the support 
packages, complete reviews and staff supervision. We looked at policies and procedures 
and saw that these are thorough, detailed and regularly reviewed as required. There are 
appropriate and robust quality assurance systems in place. The RI completes monthly 
checks of the service provision and six monthly quality of care reports. The most recent 
monthly report completed includes a detailed audit of compliments and complaints, 
quality, staff supervisions and care plan reviews. There is a detailed actions report which 
accompanies this. Supervisors complete monthly reviews with people and relatives to 
ensure the care plans continue to reflect need and provision. The Statement of Purpose 
(SOP) has recently been reviewed and accurately reflects service provision. This is 
available in different formats on request. Policies and procedures are reviewed and 
updated as necessary. We advise that the current infection control policy is updated to 
include disposal of used PPE. We also advise that the current data protection policy 
covers collection and return of items such as communication log books.  

Care workers receive good training and support to enable them to assist people with a 
range of health and support needs. We spoke to nine care staff and the RI and manager. 
We also received five completed anonymous staff questionnaires. All care staff spoke 
highly of the support they receive. One informed us “I really love the job, it’s brilliant, I 
love the team, and they’re so supportive.” And another “the structure works very good, 
the organisation is brilliant. The communication is great between the office and care 
staff”. We viewed the training matrix which details that nearly all care staff are in date for 
their training. This was also confirmed by the care staff themselves. Training provided is 
consistent with the SOP although we recommend that specialist learning disability 
training is arranged as necessary. Care staff receive a wide range of core training 
including moving and handling, infection control, medication and safeguarding. This is 
mainly provided online due to the pandemic but plans are in place to restart office based 
training when possible. A new member of care staff informed us that they had received a 
good induction stating “brilliant induction and training”. Care workers have good support 
from senior staff. This includes regular supervision, contact as needed with managers 
and an annual appraisal. Recruitment documentation is in place including Disclosure 
and Barring (DBS) checks, references and proof of identity. We recommend that care 
staff contracts of employment are reviewed on a documented three monthly basis to 
ensure that they continue to meet regulation.



        



Environment 
The quality of environment is not a theme that is applicable to a domiciliary support 
service. However, the service operates from a self-contained secure office with good 
facilities for staff and some off road parking. Rooms seen are clean and well equipped, 
with suitable space for record keeping and locked filing cabinets for the storage of 
confidential information.



Areas for improvement and action at, or since, the previous inspection. Achieved

Areas for improvement and action at, or since, the previous inspection. Not 
Achieved

None

Areas where priority action is required

None

Areas where improvement is required

None
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