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About Deluxe Homecare Ltd - domiciliary care agency
Type of care provided Domiciliary Support Service

Registered Provider Deluxe Homecare Ltd

Registered places 0

Language of the service English

Previous Care Inspectorate Wales 
inspection

16 November 2018 & 19 November 2018 (CSA)

Does this service provide the Welsh 
Language active offer?

No

Summary

Deluxe Homecare Ltd provides care and support to people living within their own homes in 
the Western Bay area. We found that people experience a good quality, flexible service. 
People have control over the care they receive and are encouraged to share their views 
through regular quality assurance audits. People’s care preferences and routines are set 
out within detailed personal plans. Care workers understand people’s particular needs and 
the service adjusts people’s support to suit their wishes, where possible. There are systems 
in place to help protect people from harm. People are supported by familiar care workers 
who have been appropriately recruited and trained. The service manages people’s 
medicines in a safe way. A call monitoring system helps make sure people receive the care 
they need at the right time. The service has implemented appropriate infection control 
measures and these are being closely monitored by senior staff. Care workers feel valued 
and supported in their roles. 



Well-being 
The service considers and supports people’s individual circumstances. We found that people 
are able to contribute to decisions about their care and support. The service carries out 
assessments to make sure it is able to meet people’s needs safely; these include building a 
personal and social profile that accounts for people’s interests, medical histories and 
important relationships. The information gathered is used to complete a range of risk 
assessments and personal plans that outline people’s care preferences and routines. 
People’s own abilities are also identified, along with how care workers can support people to 
make choices. We found that staff are committed to providing a flexible service that benefits 
those being supported. People receive regular quality assurance calls or visits to check 
whether the service they are receiving is continuing to meet their needs and wishes. If 
people want to make changes to their care and support, these are considered and 
accommodated where possible. 

People receive the care and support they need to promote their physical and mental health. 
People told us they enjoy care workers’ company and are satisfied with the support they 
receive. A professional has recently praised the service for the positive impact it has had on 
an individual’s mental health. The service completes detailed personal plans that explain 
what people hope to achieve from their care and support during each of their calls. We found 
that the information within personal plans is consistent with the care and support plans 
provided by the Local Authority, or other health and social care professionals. Care workers 
receive the training and support they need to carry out their roles. The service makes sure 
people receive the correct level of support with their medication from appropriately trained 
care workers. Care workers have access to the equipment they need to promote good 
standards of hygiene and infection control. This is an area that senior staff are monitoring 
closely due to current COVID-19 risks.

There are systems in place to protect people from abuse and neglect. People told us they 
are cared for by familiar care workers who they feel comfortable with. The service provides 
people with a written guide, which explains what abuse is and how people can access 
support if they need it. There is a call monitoring system in place that allows administrative 
staff to track calls being delivered, which helps ensure people receive the care they need at 
the appropriate time. The service carries out the required recruitment checks to make sure 
staff are suitable for care work. Records confirm that staff complete training in relation to 
safeguarding during their induction; they are then required to complete refresher training 
every two years. Staff told us they have read the service’s policies and procedures and are 
given updates as necessary. The service has a safeguarding policy that is reviewed 
annually. However, it needs to be updated to reflect current Wales Safeguarding 
Procedures, which the responsible individual agreed to address. Overall, we can conclude 
that the service has systems in place to safeguard individuals, as set out in its Statement of 
Purpose.     

Care and Support 



People are happy with the quality of care and support they receive. People confirmed they 
get on well with care workers, who know and understand their individual needs and 
preferences. We saw that these are set out within risk assessments and personal plans that 
are clear and generally well detailed. We noted that one person’s risk assessments and 
personal plans provided minimal information on their specific health conditions and how 
these impact their care and support. The manager addressed this immediately by improving 
the quality and detail within these documents. People told us they are able to contribute to 
decisions about their care and feel comfortable doing so. The service has previously 
adjusted one person’s support arrangements, which they found very helpful. Staff feel that 
the service makes every effort to personalise care packages so that people receive the care 
and support they both need and want. One staff member commented, “Care staff and 
management genuinely put the needs of service users first.”  A social care professional has 
recently complimented the service for its understanding of an individual’s particular needs 
and the support care workers provided during a difficult time. 

The service manages people’s medicines safely. Information about the support people may 
receive with their medication is set out within the service’s written guide. The service follows 
the Local Authority’s medication policy for domiciliary care. Staff are required to complete 
medication training and have their competency assessed before administering medication. 
The service carries out audits of completed medication charts and booklets to identify any 
possible errors, or issues with record keeping. Risk assessments relating to medication are 
carried out for each individual and their particular needs are outlined within their personal 
plans. People told us care workers always attend when expected, which ensures they 
receive their medicines at the right time. We saw evidence within diary notes that changes 
to medication needs are acted upon quickly, with any supply or administration issues being 
reported to the relevant health and social care professionals. 

The service promotes good standards of hygiene and infection control. We observed staff 
wearing face masks and social distancing whilst working from the Port Talbot office. The 
service receives personal protective equipment (PPE) from the Local Authority every week 
and stock levels are monitored as items are collected by staff. The service has an infection 
control policy that was last reviewed in April 2020 and is in the process of being updated. A 
specific COVID-19 policy was implemented in January 2021 and we saw evidence that 
guidance and memos had been shared with staff shortly prior to and following the national 
outbreak in March 2020. Although people told us staff wear and dispose of PPE correctly 
when supporting them, they also commented that they sometimes have to remind staff to 
keep their visors in place throughout their calls. Due to the risks this presents, senior staff 
are monitoring staff compliance with PPE use during spot checks of their practice. People 
are also asked about staff’s use of PPE during routine quality assurance calls. The 
responsible individual is simplifying PPE procedures for staff, including how to deal with any 
issues they may face. 
Leadership and Management 

There are systems in place for monitoring the quality of the service so that improvements 
can be made. Information about how the service responds to complaints and feedback is 



outlined in its Statement of Purpose and written guide. However, some additional detail is 
needed in relation to the role of the Public Services Ombudsman for Wales and accessing 
advocacy services. We saw evidence that complaints are recorded and dealt with 
appropriately. One person told us they had previously reported concerns and these had 
been taken seriously and resolved quickly. Regular calls and visits are carried out by senior 
staff to make sure people are getting the care and support they need and want. The 
responsible individual is carrying out a three-monthly formal assessment of the service 
alongside a six-monthly quality of care review. We saw from previous reports by the 
responsible individual and previous quality of care reviews that the service reflects on any 
complaints or safeguarding concerns that have been received. The experiences of those 
using the service are also explored. Action plans are implemented following these reviews 
to address any areas of the service that could be improved. 

People receive the support they need from familiar care workers who have been through a 
robust recruitment process. People told us care workers always attend their calls as 
expected and stay as long as needed. We saw from staffing rotas that planned call times 
vary, but are generally in keeping with people’s preferred times. Staff told us the care 
planner app used by the service works well, although communication between office staff 
and care workers could be improved. The manager and responsible individual are 
monitoring changes to call schedules to make sure these are well communicated and being 
made in the interests of those being supported. Records show that the required recruitment 
checks are carried out for any new staff and that their suitability for employment is 
assessed at interview. We saw that there is a system in place for renewing staff’s 
Disclosure and Barring Service (DBS) checks at three-yearly intervals. A review of staff files 
will be carried out to make sure copies are kept of staff’s passports and birth certificates, 
where available, as is now required by regulation. The responsible individual confirmed that 
discussions are held with staff about their contractual hours of employment, which will also 
need to be documented.    

Staff feel valued and supported in their roles. We saw that the responsible individual has 
issued letters to staff thanking them for their hard work and commitment during a difficult 
and challenging time. Any compliments received are shared with the relevant staff and 
recorded in their personnel files. We received many positive comments from staff about 
their experiences working at the service:

- “Never had any issues. Love my job, staff and service users.” 
- “Been absolutely brilliant with me… Everyone has supported each other… Can go to 

anyone for help if needed.”
- “The team supports each other strongly when required and staff also have a positive 

attitude to co-workers.’   

Staff receive formal, individual supervision and regular spot checks of their practice. We 
saw evidence that additional supervision sessions are held to address any performance 
issues. A staff member told us the service has made adjustments to assist them in their role 



and given them opportunities to develop. Records confirm that staff receive mandatory 
training during their induction, followed by refresher training. However, we saw little 
evidence that staff receive specialist training, as set out in the service’s Statement of 
Purpose. The responsible individual told us specialist training is organised as required to 
meet the needs of the people being supported and that a system for monitoring staff 
completion of specialist training will be implemented. The service is providing training 
workshops from its offices to support staff learning and to improve overall compliance; this 
has reduced during the COVID-19 outbreak due to an increase in online learning and limits 
on the number of staff who can attend the offices for training.  97% of staff rated the quality 
of their training as either ‘good’ or ‘very good’ during the service’s last quality of care 
review.    



Environment 
The quality of the environment is not a theme that is applicable to domiciliary support 
services as people are cared for in their own homes. However, we found that the service 
carries out individual risk assessments relating to people’s living environment and the 
activity care workers are required to carry out. These help identify how environmental risks 
can be managed so that people are cared for as safely as possible. 

We saw that appropriate infection control measures have been implemented in the office 
from which the service provided in the Neath Port Talbot area is operated.  



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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