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Summary 

About the service 

Abacare Powys is a domiciliary care agency registered with the Care and Social  Services 
Inspectorate Wales (CSSIW) to  provide services to older persons, adults with 
physical disabilities, sensory loss/impairment, learning disabilities, mental health problems, 
dementia and mental infirmity. 

The registered provider is Abacaredig Holdings Ltd and the registered manager is Samuel 
Evans.  The registered office is in Newtown, Powys.    

 

What type of inspection was carried out?

We, (CSSIW) carried out a baseline inspection of the service between 25 July 2017 and 
16 August 2017. This was the first inspection of this service since it was registered with 
CSSIW on 24 March 2017.     
 
The following methodology was used:   

 One unannounced and one announced visit to the registered office. The registered 
manager was present for both visits.  

 One announced visit to the office in Ystrydgynlais.  

 Seven announced visits to people living in their own homes in various locations in 
Powys. Discussion with family members who were present during our visits.  

 Discussion with nine members of staff employed in various roles within the agency.   

 Consideration of comments made in questionnaires returned to CSSIW from five 
people who use the service, four relatives/ representatives and two members of staff.   

 Examination of the Statement of Purpose 

 Examination of three people’s care records  

 Examination of six  employee’s personnel records  

 Examination of a sample of supervision and training records.   

 Examination of a sample of records and documents relating to the running of the care 
agency. 

 

What does the service do well? 

Staff have good training, induction and supervision opportunities and told us that they felt 
supported by the management team. 

 

What has improved since the last inspection? 

This was the first inspection of this service since it was registered with CSSIW. 

 
What needs to be done to improve the service? 

We did not identify any areas of non compliance during this inspection. However, we made 
the following recommendations.  
 

 Where possible, people should be given the opportunity to sign their support plans 
to evidence their agreement with the care and support they receive.  
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 New staff should be introduced to people prior to them starting to provide their 
support and should be aware of the persons care needs and what is expected of 
them during each care call.  

 The provider should ensure that they match the skills of the care staff to the needs 
of the people they are supporting to ensure their assesse needs are met.  

 There should be no lines left between recordings in the daily notes.  

 
 



 

Page 4 
 

 

Quality Of Life 

Generally, people received consistent care and told us that they were treated with 
respect by the care staff who supported them.  
 
We visited seven people in their own homes. They all told us and we saw that they 
received a rota telling them which member of staff would be coming to deliver their care 
on each planned visit. Most people said they had a team of care staff who carried out all 
their visits and this was consistent. However, three people told us that often they had one 
or two main members of staff but many different carers who they had not seen before.  
People told us that they were not always introduced to new carers before they started 
providing their support. They said that they often have to tell the new staff member what 
to do even though we saw that there were support plans in each of the homes we visited. 
We spoke to the registered manager who confirmed this practice and agreed to look at 
ways that this could be addressed.  People said that although they were not always 
informed if there were going to be any changes to the rota due to unforeseen 
circumstances, this was improving and they were starting to get calls from the office 
informing them of any changes.   People told us that staff mostly arrived on time and the 
people we visited not experienced any missed calls. They told us that they mostly stay 
their full allocated time and made sure they were comfortable before they left.  
 
People have good interactions with their care workers and feel enhanced well-being as a 
result. Most people told us that they had developed good relationships with the staff who 
provided their support. Comments made included “they provide care in a way I like”, 
“excellent, wonderful” and “are like family”. Whilst another comment was “some carers 
are excellent, some not so good” however all were “professional and courteous”. One 
person said of a carer worker “she really knows the job”. However, one person raised a 
concern about the skills of new care workers, in particular their cooking skills. This often 
meant that their choice of meals was limited because care workers could not cook a 
basic meal. We raised this with the registered manager who gave an assurance that the 
skill mix of staff will be considered to ensure people’s assessed needs are met.  
 
We looked at the care documentation relating to the people we visited. We saw that 
people had up to date support plans in their homes which were mostly reviewed 
regularly. We saw that these were not always signed by the person receiving the support 
to evidence their agreement with the care provided. However, everyone was aware of 
their care documentation. Identified risks were documented and reviewed including how 
to support people with mobility needs.  This enabled staff to have up to date information 
about how the person wanted to be supported however, some people told us that they 
had to tell new staff what to do which could be frustrating. We saw that daily notes were 
made by the care workers following each visit. We found gaps in some of the recordings 
and raised this with the registered manager who told us that he was aware of this and is 
working with staff to address it.   
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Quality Of Staffing 

People were supported by staff who were recruited appropriately to ensure their safety.   
We saw that people had appropriate references and Disclosure and Barring Service 
checks. Not everyone had an up to date photograph on their recruitment record but we 
could see that this was being addressed.   
 
People can be assured that they will receive care and support from staff who have the 
opportunity to attend training to increase their knowledge and skills.  Records seen 
showed that staff received training in areas including safeguarding adults, food hygiene, 
manual handling and medication training. The management confirmed that specific 
training is delivered by professionals when required and included diabetes and dementia 
care. We saw a training session planned to discuss the care and support for people living 
with Parkinson’s. The registered manager confirmed that most of the care workers had 
signed up to complete a recognised care qualification. During both visits to the registered 
office, staff were receiving training as part of their induction and some staff were having 
refresher training.  Staff told us that they had “good” training opportunities.    
 
We saw that care staff have regular one to one meetings with their line manager to 
discuss their work. Appraisals of their overall standard of work take place to identify 
training and development needs. We saw that care workers had inductions when they 
started work with the company which included shadowing more experienced carers. 
They had regular meetings with their line manager to confirm their competency and on 
going employment with the company. Documentation seen confirmed that within a three 
month period, staff attended a team meeting, had a supervision meeting and had their 
practice assessed by the management in a ‘spot check’. People we visited confirmed that 
spot checks took place regularly. Staff we spoke to told us that they felt supported by the 
management who were contactable at all times.    
 
We saw that staff work rotas were given to them at least seven days in advance. Staff we 
spoke with confirmed this. We looked at the electronic system for work allocation and 
saw that staff were allocated travel time between each care call.  
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Quality Of Leadership and Management 

Overall, the service is well managed as there is an effective management team with 
clearly defined roles and responsibilities. The registered manager told us that he had 
regular supervision meetings and an annual appraisal with his line manager.  He said he 
felt very well supported and could contact people for support at any time if it was needed.   
Staff we spoke to working in various roles within the organization told us that they had 
good support from the registered manager but were aware of whom else they could 
contact in the organization if the registered manager was not available.  

 
People using the service, working in the service or linked to the service are clear about 
what it sets out to provide. Abacare Powys had a statement of purpose which sets out 
what people could expect from the service. The CSSIW registration certificate was 
displayed in the registered office allowing for people to see the type of service the 
agency could provide. A service user guide was available in the homes of the people we 
visited and included telephone numbers of the office and out of hour’s service should 
they need to contact anyone about their support. People told us that whenever they had 
contacted the office they had received a timely response. One person told us the 
management were “helpful and on the ball”.  
 
People using the service are actively involved in defining and measuring the quality of 
the service. We saw that a survey had been carried out seeking their views.  The 
managers told us that they tried to visit people regularly to discuss individual care needs 
and the service provided.  This was confirmed by the people we visited. Comments, 
complaints and compliment forms were seen in people’s homes allowing for them to 
complete and send in to the office if they wished. Comments seen in the office included 
“Abacare have been a lifeline for me” and “want to thank all the wonderful carers”.  We 
saw that staff team meetings were held regularly and the registered manager carried out 
regular sample checks of supervision documentation to check on the quality of these 
meetings to ensure staff were being appropriately supported.  We evidenced that 
accidents and incident records were regularly checked along with people’s daily records 
and medication charts which were audited monthly and during the spot checks at 
people’s homes. We looked at how complaints were handled by the agency and saw that 
this was in line with their complaints policy which we saw in the homes of people we 
visited. One person told us that when they had raised a concern, it was dealt with 
“quickly and efficiently”.   
 
We saw that disciplinary action was taken when required in line with the agencies 
disciplinary policy.   Policies and procedures to support the running of the agency were 
available for staff and management to access if need  
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Quality Of The Environment 

The quality of environment is not considered as part of the Domiciliary Care Agency 
inspection.  
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How we inspect and report on services  

We conduct two types of inspection; baseline and focused. Both consider the experience of 
people using services. 
 

 Baseline inspections assess whether the registration of a service is justified and 

whether the conditions of registration are appropriate. For most services, we carry out 
these inspections every three years. Exceptions are registered child minders, out of 
school care, sessional care, crèches and open access provision, which are every four 
years.  

 
At these inspections we check whether the service has a clear, effective Statement of 
Purpose and whether the service delivers on the commitments set out in its Statement 
of Purpose. In assessing whether registration is justified inspectors check that the 
service can demonstrate a history of compliance with regulations.  

 

 Focused inspections consider the experience of people using services and we will look 

at compliance with regulations when poor outcomes for people using services are 
identified. We carry out these inspections in between baseline inspections. Focused 
inspections will always consider the quality of life of people using services and may look 
at other areas.  

 
Baseline and focused inspections may be scheduled or carried out in response to concerns. 
 
Inspectors use a variety of methods to gather information during inspections. These may 
include; 
 

 Talking with people who use services and their representatives 

 Talking to staff and the manager 

 Looking at documentation 

 Observation of staff interactions with people and of the environment 

 Comments made within questionnaires returned from people who use services, staff and 
health and social care professionals 

 
We inspect and report our findings under ‘Quality Themes’. Those relevant to each type of 
service are referred to within our inspection reports.  

Further information about what we do can be found in our leaflet ‘Improving Care and 
Social Services in Wales’. You can download this from our website, Improving Care and 
Social Services in Wales  or ask us to send you a copy by telephoning your local CSSIW 
regional office.  

http://wales.gov.uk/cssiwsubsite/newcssiw/publications/leaflets/puttingpeople/?lang=en
http://wales.gov.uk/cssiwsubsite/newcssiw/publications/leaflets/puttingpeople/?lang=en

