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About ND Care and Support West Wales
Type of care provided Domiciliary Support Service

Registered Provider ND Care and Support Limited

Registered places 0

Language of the service English

Previous Care Inspectorate Wales 
inspection

7 November 2017

Does this service provide the Welsh 
Language active offer?

The service is working towards providing an ‘Active 
Offer’ of the Welsh language and demonstrates a 
significant effort in promoting the use of the Welsh 
language and culture.

Summary

The service is well managed and the responsible individual (RI) maintains good oversight. 
The manager is well respected by people using the service, family members and care 
workers. An electronic call monitoring system is being further developed to support the 
manager in the day-to-day operational management of the service.

People and their relatives speak positively about the care they receive and the good 
communication and support provided by the manager and office based staff. Care staff 
demonstrate a good knowledge of the needs of the people they support and an 
enthusiasm for working for ND Care and Support West Wales.



Well-being 
People benefit from a service, which offers them a sense of reliability, familiarity and 
belonging. People are cared for by care staff who know them well and are able to 
anticipate their needs and preferences. People, family members and care workers spoke 
of mutually positive relationships that have been built upon over time.

Care documentation and the supporting electronic monitoring system are informative and 
up to date. Care plans are person centred, detailed and clear to follow. People and / or  
their representatives are able to contribute to the way they receive their care and any 
particular needs and wishes are clearly noted and acted upon. Care workers have a good 
knowledge of the people they support and are therefore able to notice any changes quickly 
and respond promptly. Referrals to relevant health and social care professionals are made 
appropriately, thereby ensuring people’s continued health needs are met and promoted.

Policies and procedures are in place to protect people. People said they were comfortable 
and happy with care workers and family members consistently told us that people felt safe 
and confident when using the service. Care staff are aware of the service’s safeguarding 
policy and procedures and could describe the measures they would take if they suspected 
abuse in any form.

People using the service, and their family members, told us that they feel safe. Clear 
policies and procedures are in place in order to protect people and care staff told us that 
they are aware of them and know where to find them. Care workers are recruited through 
a robust recruitment process and are regularly supervised and appropriately trained. The 
manager is readily available for people, relatives and care workers and there is good 
oversight of the service by the RI. 



Care and Support

People receive care and support that meets their individual needs and they have an 
opportunity to contribute to. We saw that care plans are written in a person centred way and 
clearly reflect people’s individual needs and preferences. They are written in consultation 
with the person and / or their representative. One relative told us “I am actively involved in 
reviews, I find them excellent”. We also saw that comments and requests from reviews with 
people are included in their care plans and these were confirmed when we spoke to the 
individuals. Risk assessments are regularly reviewed and updated in order to ensure that 
people are kept safe. 

People are cared for by care workers who know them well and anticipate their needs. 
People told us that they have the same carers wherever possible and this is viewed very 
positively and contributes to people’s individual needs being understood and met. As a 
result, care workers are able to note any changes to people’s health and care needs early, 
allowing them to respond quickly. People and their family members told us that they have 
developed good relationships with the care workers and that they are confident in the care 
they provide. They told us; “the carers are really excellent and understand my mother”, “the 
carers are fantastic, they include my mother, they never exclude her and they treat her as a 
person in her own right”.

People feel safe and protected from harm. Care workers we spoke to understand their role 
in protecting people and are aware of how to report any concerns. Care workers are also 
aware of their responsibilities to protect people from COVID-19. Care workers are clear on 
the correct use of personal protective equipment (PPE) and infection, prevention and 
control measures.  Policies and procedures, training and support are in place to ensure 
care staff maintain people’s safety and well-being. One person told us “I feel very safe with 
the carers; they wear masks, gloves and aprons. They are very professional”. During the 
visit to the office we were shown the supplies of PPE that are readily available for care 
workers.

People and relatives told us that they would have no hesitation in reporting any concerns 
they might have to care workers or “the office” and feel their concerns would be listened to 
and acted upon. One relative told us “When I raised a concern, immediate action was taken 
by the manager and I felt it was very appropriately dealt with”.



Leadership and Management 
The service is led by a dedicated manager who is well supported by the RI. The manager 
demonstrates a very good knowledge of the people who use the service and the care 
workers he employs. A comprehensive call monitoring system supports the manager in his 
day-to-day operational management responsibilities.  Care workers told us that they feel 
well supported by the manager and valued by the organisation. They told us; “the manager 
is excellent, I can contact him or the office at any time – I do feel valued” and “this is the 
best experience of my career, I feel so at home and enabled to put my views forward”. In 
addition, the manager told us that the RI is readily available and he has very regular contact 
and support from her. During a virtual meeting with the RI we were told about the continued 
oversight of the service during the difficulties the Pandemic brought and their commitment 
to support the manager.

People are supported by a staff team that are motivated, valued and well trained. 
All care workers we spoke to or had feedback from told us that they are very well supported 
by the manager and “office staff”. This support has been particularly valued during the 
COVID-19 Pandemic. Care workers told us; “I feel like a very valued member of the team at 
ND care as I get regular feedback from senior staff and service users”, “I feel very valued in 
my role by everybody and it's amazing to feel part of something good and we have 
supervision and always hear nice things said about me also every time I go to the office 
they say how well I'm doing” and  “during the pandemic we have consent emails, phone 
calls, text from Andrew and others from the office so we can go to them if needed or they 
just check in with us to see if we're ok. Care workers told us that they have regular 
supervision and support and this is reflected in the records we read.

We saw that there are robust recruitment, induction, supervision and training measures in 
place. Staff are appointed following a rigorous recruitment process and all files looked at 
contained the necessary recruitment documentation. We saw that staff been trained in 
relevant areas such as infection control, moving and handling, food hygiene, medication 
and safeguarding in addition to areas to meet people’s specific needs such as Peg 
Feeding. Training records provided by the manager show the range of training care workers 
continue to receive through the Pandemic.



Areas for improvement and action at the previous inspection

None

Areas where immediate action is required

None

Areas where improvement is required

None

Date Published 31/12/2020



No noncompliance records found in Open status.


