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Description of the service

Conwy County Borough Council Domiciliary Care is a domiciliary support service. The main 
office is located in Colwyn Bay and the service is provided to people living in Conwy. Care 
and support services are provided by the reablement support teams, domiciliary support in 
extra care housing schemes, long term domiciliary support services, end of life care, 
domiciliary services for adults and children with disabilities and supported living for adults.

The service provider is Conwy County Borough Council and the Responsible Individual (RI) 
is Claire Lister. There are four managers who are registered with Social Care Wales.  

Summary of our findings

1. Overall assessment

Overall, the quality of the care and support provided by Conwy County Borough Council 
Domiciliary Care is good. We found improvements had been made in relation to people’s 
personal plans and risk assessments. Work is still on-going in the disability services to 
ensure all documentation is at the same standard. This will ensure staff have access to 
detailed information about people, how to provide care and support and how to manage 
identified risks. 

2. Improvements

This was a focused inspection to assess the service’s progress regarding non-compliance 
notice served following the previous inspection in January/February 2019. Overall, we 
found there had been improvements to the service relating to:

 Information included within people’s personal plans and
 Assessments and personal plans now evidence the person or their representative 

involvement within their care and support.

3. Requirements and recommendations 

The service is now compliant with legislation. Section five of this report sets out our 
recommendations to improve the service. These include the following:

 Information in relation to specific care needs and medication; 
 Risk assessments and
 People should be given a choice of gender for staff supporting them. 
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1. Well-being 

Our findings

The service promotes people’s physical, mental and emotional well-being. Before the 
inspection we were told by the RI that personal plans within the reablement and older 
people services had all been reviewed and completed to meet legal requirements. 
However, the review of personal plans within the disabilities services was still ongoing due 
to people’s more complex needs. Two managers also confirmed this on the day of 
inspection. Overall, we found ongoing improvement in relation to personal plans, which 
identified how on a day-to-day basis people’s care and support needs will be met, including 
personal preferences, routines and personal outcomes. People’s involvement within their 
personal plans and reviews was clear and people we spoke with confirmed this. Staff were 
happy with the volume of information available to them and told us personal plans “are 
much more detailed since the last inspection”. We found risk assessments did vary in 
relation to specific information for staff to follow, and comply with. We were told that a new 
format had been developed post last inspection and work was on-going to transfer all to the 
new format. Overall, people receive the right care and support. 
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2. Care and Development 

Our findings

People have personal plans and risk assessments in place, which inform staff about how to 
care for the people they support. At the last inspection we identified the service provider 
had not met legal requirements in relation to personal plans. We reviewed a total of 10 care 
files and saw improvements had been made in relation to the information within people’s 
care plans. We looked at five care files from the reablement and older people services and 
saw each contained actions required to meet people’s well-being, care and support needs 
on a day-to-day basis. Information also contained people’s preferences in relation to written 
and spoken language. Personal plans were dated and signed by the person receiving a 
service, representatives, support workers and other professionals involved in their care. We 
did note the lack of evidence in relation to people, being offered a choice of gender for staff 
supporting them. We also recommend that further detail is included in relation to people’s 
medication and specific care needs, for example, we saw in one personal plan which stated 
‘please ensure that my stoma area is thoroughly cleaned with appropriate products’. 
However, the personal plan did not specifically say what the appropriate products were. We 
reviewed risk assessments and found they identified risks to people’s well-being and how 
they will be managed. 

We reviewed five care files from the disability services and saw improvement was on-going. 
Overall, we saw personal plans were dated and signed by the person receiving a service, 
representatives, support workers and other professionals involved in their care. We saw 
detailed information in relation to people’s emotional well-being and how staff promote 
choice and independence. We also saw good detail of people’s likes and dislikes. We did 
note that specific care needs was not detailed enough at times, for example, we saw in one 
personal plan, which stated ‘I need staff to help me complete my physio exercises in the 
bath where I am most comfortable’, However, the personal plan did not specifically say 
what the exercises were. The same was noted in relation to this person’s textured diet. We 
discussed this with the manager who agreed that more information was needed for staff to 
follow. We reviewed risk assessments and did note that some risk assessments did lack 
information at times in relation to specific risks however, improvement was acknowledged. 

Consideration of the above, led us to conclude that people receive the right care and 
support and their changing needs are anticipated.  We are satisfied that legal requirements 
are being met. 
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3. Environment 

Our findings

This theme is not applicable to domiciliary support services.
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4. Leadership and Management 

Our findings

This was not the focus of this inspection.
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5. Improvements required and recommended following this inspection

5.1  Areas of non compliance from previous inspections

 Regulation 15 - personal plan This has been met

5.2  Recommendations for improvement

We recommend the following:

 Personal plans need to contain specific care and support needs including medication 
to ensure staff have clear and constructive guide about the individual and their 
individual needs.

 People’s preferences in relation to gender preferences should be discussed and 
documented to ensure people have a choice.

 Risk assessments need to contain information in relation to specific risks to ensure 
staff have sufficient guidance to mitigate any identified risks to the individual’s well-
being. 
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6. How we undertook this inspection 

This was a focused, unannounced inspection looking at the service’s progress regarding 
non-compliance notice to the legislation. Two inspectors visited on the 7 August 2019 
between the hours of 9 am and 5.30 pm. 

The following methods were used:

 We received an up-date from the RI before the inspection. 

 We focused on case tracking 10 people and looked at their assessments, personal 
plans, risk assessments and daily records. 

 We spoke to three people receiving a service, one relative and three staff members. 
We tried to make contact with a further four people receiving a service, eight staff 
members and one relative but we did not receive a response back.

 We gave feedback at the end of the inspection. 

 

CIW is committed to promoting and upholding the rights of people who use care and
support services. In undertaking this inspection, we actively sought to uphold people’s legal 
human rights.

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 Domiciliary Support Service

Service Provider Conwy County Borough Council

Date of previous Care Inspectorate 
Wales inspection

16/01/2019 & 05/02/19

Dates of this Inspection visit(s) 07/08/2019

Operating Language of the service Both

Does this service provide the 
Welsh Language active offer?

This was not the focus of this inspection.
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