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Summary 

About the service 

Integra Community Living Options (ICLO) is registered with Care and Social Services 
Inspectorate Wales (CSSIW) to provide a domiciliary service specifically to support people 
living with mental health conditions in their own home. 
The registered manager is Paul Gregory and there is a responsible individual appointed 
from the provider. 
The service operates from the head office of the provider company Integra. 
At the time of the inspection the service was providing support for a small number of 
clients. We were told that this number was about to be reduced to one person. 

 

What type of inspection was carried out?

We (CSSIW) carried out an unannounced baseline inspection. We had identified the 
service to be included as part of the thematic review for domiciliary service and as such 
the registered persons completed a questionnaire in respect of this enquiry. As the service 
has a highly specialised approach to service delivery and currently provides care for a 
small group of people we were unable to include the service in the overall thematic review 
as it did not meet the threshold criteria. However we have used the information to inform 
our inspection. 
This is the first inspection of the service since it was registered in April 2011. This is 
because the service has been dormant and was not providing a service to any clients. The 
registered provider wrote to us and told us that It became active in April 2015. 

 

What does the service do well? 

The service provides bespoke mental healthcare support for people living in their own 
accommodation. 
People receive care from a familiar team of carers who are skilled in the delivery of mental 
healthcare support. 

 

What has improved since the last inspection? 

We could not consider this as this is the first inspection since the service was registered in 
April 2011. 

 
What needs to be done to improve the service? 

We did not issue any non-compliance notices as a result of this inspection. 
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Quality Of Leadership and Management 

We are assured that people receive effective support from a service which can fully meet 
their needs. This is because the registered provider has effective operational structures 
and procedures in place to support the provision of the service. 
We were shown all of the domiciliary service’s policies and procedures. We saw that the 
provider has version control on all their documents which showed us that the majority of 
documents had been recently reviewed. We read the statement of purpose and the 
service user guide. Both documents were easy to read and clearly explained the service 
provided. We noted that the statement of purpose extended on the detail of how the 
service operated which gave a good context to how the service could meet the specialist 
needs of people using the service.  
We found that the layout and size of the service user guide was easy to handle and 
finding relevant information was readily accessible to the reader. We saw that at the end 
of this document the provider invited the reader for direct feedback about what they 
thought about the usefulness of the information contained within it. 
 
When we had examined the policies and procedures, we triangulated these with the 
individualised care files maintained at the office. We found that the approach to delivering 
the service was as described within the statement of purpose. We saw that the emphasis 
of this service is to provide bespoke person centred support for people with enduring 
complex mental healthcare support needs.  
We saw that the registered provider ensured that the risk assessment process for lone 
working was very detailed as the support workers were potentially working with high risk 
behaviours. This included details of when support workers were scheduled for a call and 
when they were due back. The service has a dedicated on-call system overseeing these 
calls to ensure that staff return or are assisted as needed.  
 
When we were in the office we saw that the certificate of registration was displayed in a 
prominent place. We saw that it had the relevant and current registration details on it and 
the registered manager remains the same. We saw that the insurance certificate for the 
service was also displayed. 
All of the records relating to the service were stored in secure cupboards. We saw that 
the office has the equipment, access to administrative staff and has safe storage to be 
able to deliver the service. The registered manager has the required qualification for the 
role and they hold a relevant professional background.  
 
We are confident that people with complex needs experience engagement with staff. 
This is because the service uses a dedicated team of support workers who are already 
employed by Integra in their other services. When we reviewed the care documentation 
for people using the service we saw that they had the same consistent team of support 
workers.  
 
The registered manager explained that due to the sensitivity of observations required to 
support the wellbeing of some clients the service related directly to the commissioning 
authority. This was done via a secure electronic portal with the commissioning authority. 
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Quality Of Life 

We found that people remain in control because they are supported with difficult feelings 
and are helped to develop coping strategies. When we reviewed the clients care 
documentation we found thorough assessment of their needs. There was evidence that 
the provider had worked closely with the commissioning authority to ensure that the 
service provided was consistent, sustainable and reliable for supporting their client 
needs. 
Wherever possible the voice and preferences of the client were evidenced and actively 
supported in care plans. Much of the care documentation emphasised positive risk 
management. This Included very detailed descriptors of how a client would present if 
they were becoming unwell.  
 
When we read the care documentation for each client currently using the service, we 
found that they were highly person centred and interventions were unique to each person 
even though the same risk assessment methodology was used by the provider. We also 
saw that there was inclusion of the professional advice from the commissioning authority. 
When we reviewed the documentation we saw that the same carer or team of carers 
would support the same person by means of reviewing all the entries in the care 
documents. 
 
The registered manager told us that they were actively involved in attending all of the 
multi-disciplinary reviews of the clients with the commissioning authority and that they 
liaised directly with them to ensure that any changes made to the support plans were 
approved by them. This is good practice. 
 
We found that when the carers completed the daily logs this reflected in detail what 
happened during the visit from a client’s view as well as an overview of the observations 
made during the support visit. 
 
The registered manager told us that the key to providing their service is the relational 
aspect of the support between client and their assigned carer. Therefore the consistency 
of support workers is essential. The service provides their clients with the schedule of 
expected carers so they know who is arriving. If there are any unexpected changes to the 
carer, the service will ensure that they advise the client who will be attending and ensure 
that the replacement carer is known to them. This can include the registered manager 
attending or a senior clinician from within the service. 
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Quality Of Staffing 

 
We are assured that people with complex needs receive skilful care. When we reviewed 
the personnel files for the support workers we saw that they had all been recruited 
effectively and with all required documentation and checks made. 
We saw evidence of completed inductions, job descriptions, records of regular 
supervision and records of relevant training. We saw that many of the support workers 
had gained further qualifications in care. 
 
As we reviewed the personnel records of the staff we saw their employment contracts 
which indicated that they were employed by Integra and each support worker had two job 
descriptions one for their role within the residential services and the other for the 
domiciliary service. 
We saw evidence of meetings with the registered manager to discuss any changes to the 
planned support required for their clients. We also saw annual performance reviews 
completed with the registered manager. 
 
We found that all the staff providing domiciliary support have been with the organisation 
for a period of time and have gained essential experience in supporting people with 
complex mental healthcare needs and therefore are established, experienced and skilled 
support workers.  
 
We were shown how a senior manager within the organisation manages the scheduling 
of the calls for the domiciliary service. This is done via their own bespoke dynamic 
database which is networked across all of their services. We were told by the registered 
manager that all scheduled calls for clients have allocated time for the support worker to 
leave their base to get to their call. The service can sustain this approach because of the 
way they manage their staffing across the organisation. 
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Quality Of The Environment 

Quality of Environment is not applicable for Domiciliary Care Agencies 
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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

