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Summary 

About the service 

Plas Cwm Carw is registered with Care and Social Services Inspectorate Wales (CSSIW) 
as a care home service for up to 67 people aged 65 years and over. The current 
Conditions of Registration for the service were discussed and agreed as correct. 
 
The home is situated in the centre of Port Talbot and is within walking distance of a wide 
range of local amenities and services. It is an established home offering a service for 
people living locally. There is sufficient parking for staff and visitors. 
 
The home is sub-divided into four units across two floors; the ground floor being primarily 
designated for people requiring personal or nursing care and the first floor for people with 
dementia requiring either personal or nursing care.  
 
The registered provider of Plas Cwm Carw is HC-One Limited; a large care provider based 
in Darlington, England. The responsible individual is Liz Moran and the registered 
manager is Alexandra (Sandra) Vernal. 

 

What type of inspection was carried out?

A baseline inspection visit took place on Wednesday, March 9th 2016. The methodology 
used to undertake this inspection included the following: 
 

 An unannounced visit to the home by one inspector 

 A pre-visit evaluation of previous inspection reports, concerns and notifications 
received by CSSIW  

 Discussions with people using the service 

 Discussions with two relatives 

 Discussions with staff on duty 

 Discussions with the registered manager and Deputy manager 

 A tour of the home 

 Observation of staff interacting with people using the service and with others 

 Scrutiny of four individual files, six staff files and other relevant documentation 

 

What does the service do well? 

Plas Cwm Carw is a very good, well led service providing good quality care that offers 
positive outcomes for people using the service. An important aspect of the care provided is 
an excellent activities programme which has developed many links with the wider 
community, offers a programme of events and celebrations as well as in-house and 
community based activities for small groups and individuals. 
 
The registered provider’s external monitoring system is of good quality – it provides 
detailed feedback across all relevant areas and offers the opportunity for early 
identification and remedy of problems and issues. There is evidence to show that collated 
information is consistently acted upon where required and consequently changing needs 
are promptly met. 
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What has improved since the last inspection? 

During the last year or so there has been a significant investment by the registered 
provider (HC-One) aimed at upgrading the physical environment at Plas Cwm Carw. This 
has meant that much of the main communal areas are much improved and are brighter, 
cleaner and more comfortable. Similarly, garden areas around the home have been 
developed to provide pleasant, secure and relatively secluded spaces for use in fine 
weather.  
 
A full time activity organiser has been appointed and during the last year a further 
appointment has provided twelve additional hours to support and further develop the 
programme of activities. 
 
A ‘coffee shop’ area has been developed in the foyer area and is due to open in the near 
future – this will provide an area for visitors and people using the service to meet away 
from the main living areas. 

 
What needs to be done to improve the service? 

It is recommended that the registered provider reconsiders its decision to no longer 
regularly renew the DBS certificates of its employees, but instead rely upon individual 
employees to make managers aware of any issues, cautions or convictions that may arise. 
Staff are required to have a ‘current’ DBS certificate as part of their ongoing employment  
checks and it is recommended that the registered provider reverts to a system of 
maintaining regular checks. They may possibly consider thereafter the use of the DBS 
Update Service as a way of assuring themselves that all employees’ have not acquired 
changes to their certificate. 
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Quality of Life 

People using the Plas Cwm Carw service can be confident that their personal needs will 
be identified, met and regularly reviewed. We (CSSIW) looked at four individual care 
records and each showed that people were provided with a thorough assessment of their 
needs; a plan of how these were to be met and a regular review approximately monthly. 
Where individuals were able to express their personal preferences, these were recorded 
and included as part of the plan of care. This helps to ensure that changing needs are 
identified promptly and appropriately managed. 
 
Where specialist equipment is assessed as necessary, the registered provider ensures 
this is provided. Several people relied upon wheel chairs to move around the home – 
these were seen to be clean and in good order. When in use, foot plates were in place at 
all times. 
 
One element of the care planning process that may be improved upon is the capture of 
information relating to a person’s personal and social history. One of four individual files 
seen contained a detailed ‘My Life Story’ statement, but there was scant information on 
the other three files seen. This type of information can help carers better relate to 
individuals and provide cues for discussion and activities. The registered manager 
explained that a new organisational document – ‘Remembering Together: Your Life 
Story’ – had been developed to address this point and would be incorporated in future 
care plans. The consistent use of this tool will help to enhance this aspect of care. 
 
People can feel confident that they will be seen as individuals and that their personal 
views, preferences and routines will be taken into consideration and respected wherever 
possible. Staff were seen and heard asking individuals their choice of something to drink 
or eat. People were dressed individually and are supported to choose what to wear each 
day. Individuals who chose to remain in their rooms were supported in their choice, but 
were engaged with regularly also. Preferences in relation to TV programmes and a DVD 
were also met – there were a couple of times when staff might have been more proactive 
in promoting a more suitable choice of TV programme. In one unit appropriate music was 
played for a short while; this ceased when one individual chose to watch a DVD. 
 
Meals are provided each day by the home’s own kitchen service. The Deputy Cook 
described how the registered provider provides a set menu structure, but this is also 
subject to individual preferences and requirements to meet any identified special dietary 
needs. A choice of meals is offered each day and if neither is suitable, alternative options 
are suggested. People were very complimentary about the choice and quality of food on 
offer.  
 
People using the service can feel secure in the knowledge that Plas Cwm Carw positively 
welcomes visits by family members, friends and others. We observed visits by relatives 
during the course of the day and it was evident that people were made to feel welcome – 
all were warmly greeted and offered a tea or coffee on arrival. Discussion with one 
relative told how his brother had requested the opportunity to see in the new year with 
their mother – this was supported by the service.  
 
People can be assured that their lives will be enriched by a regular choice of available 
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activities and events. Plas Cwm Carw promotes an excellent activities programme that 
has developed numerous links with the wider community; marks cultural events and 
celebrations as well as offering in-house and community based activities for small groups 
and individuals. Important and ongoing links have been formed with local church groups 
and schools and individuals are supported to attend church services and church groups. 
Services, including a weekly communion, are also held within the home. 
 
A full time activity organiser has been appointed and during the last year a further 
appointment has provided twelve additional hours to support and further develop the 
programme of activities.  
 
The Plas Cwm Carw service uses a ‘named’ worker (or Keyworker) system. A named 
worker is responsible for ensuring that toiletries and other regular purchases are 
provided; that individuals’ rooms are well kept and that file entries are up to date. 
 
Discussion with the registered manager and observation of individual records shows that 
there is a good understanding of the Deprivation of Liberty Safeguards (DoLS) 
requirements. A majority of people were subject to an authorisation - or request for the 
same – as the legislation requires. Where therefore, restrictions are in place to ensure 
people are kept safe, these are lawfully agreed and the least restrictive option.  
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Quality of Staffing 

During the inspection we observed that staff were overwhelmingly kind, patient, sensitive 
and encouraging when interacting with and supporting people using the service. People 
were treated with courtesy and respect – it was evident that people were viewed as 
individuals and staff were proactive when offering, encouraging or supporting choice. 
 
People using the service can be assured that the service has sufficient numbers of staff 
to meet their care needs and offer support. At the time of the inspection visit 
approximately 60 people were employed at Plas Cwm Carw. There were 37 carers and 
nine qualified nurses; the registered manager and two deputy managers. There were a 
dozen or so kitchen, laundry and domestic staff employed and a maintenance 
man/driver. Plas Cwm Carw occasionally use agency staff to cover vacancies, 
particularly where nursing shifts need to be covered; where this is necessary regular 
agency staff who know the service are used. Turnover is particularly low and sickness 
levels are manageable. 
 
People can be confident that the Plas Cwm Carw service employs staff who are suitably 
qualified, trained and experienced. Records show that a high percentage of staff have 
completed the necessary training - overall 85% of staff are compliant with the provider’s 
own training frequency requirements. Many of the remainder have or will be assigned 
repeat training or, as new employees, have yet to complete their induction and/or initial 
training. Training is provided via a mixture of online and attended training events.  
 
Staff records demonstrate a robust recruitment process. This helps to ensure that staff 
who work at Plas Cwm Carw are subject to the necessary checks and are deemed ‘fit’ to 
work in the service. All applicants are required to submit a complete application form and 
are required to attend a formal interview. All new employees are subject to reference, 
DBS and identification checks. Where nurses are employed professional registration 
checks are also carried out. 
 
The registered provider has made a decision not to continue to periodically renew the 
DBS certificates of existing employees, but to instead rely upon individual employees to 
make managers aware of any issues, cautions or convictions that may arise. It is 
recommended that this decision is reconsidered as this will help to ensure that the 
provider has the most current information available to them. The use of the DBS Update 
Service might also be considered to support this. 
 
People relying upon the Plas Cwm Carw service can be confident that the staff who 
support them are in turn supported by their employer. Files show that staff receive 
regular (approximately bi- monthly) supervision with a line manager. 
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Quality of Leadership and Management 

Plas Cwm Carw is a very good, well led service providing good quality care that offers 
positive outcomes for people using the service. The registered provider is HC-One 
Limited; a large care provider based in Darlington, England. The responsible individual is 
Liz Moran and the registered manager is Alexandra (Sandra) Vernal who is a registered 
nurse. 
 
People who rely upon the Plas Cwm Carw service can feel confident that the service is 
well run both by the registered provider and its in-house management. It is evident that 
there is good oversight of the Plas Cwm Carw by its parent organisation. Regulation 27 
visits by the responsible individual (or other senior managers) were seen. These were 
detailed and offered observations across a wide range of relevant areas. Any identified 
shortcomings were noted and were linked to timescales for remedy.   
 
The registered manager is well supported by a deputy. She has dedicated 
supernumerary hours to help ensure her managerial responsibilities are not subsumed 
into her day to day nursing duties. The registered manager also makes a point each day 
of conducting a ‘walk around’ to meet (and be visible to) people using the service, visitors 
and staff on duty. These are also used to monitor the physical premises and so help to 
ensure a safe, warm and comfortable environment.  
 
People using the service can be reassured that any concerns they may have will be 
heard and, where possible, acted upon. Posters about how to make a complaint, or to 
share concerns, are on display around the home. The registered manager states that she 
promotes an ‘open door’ policy for residents, their relatives and staff and in this way she 
seeks to encourage feedback about the Plas Cwm Carw service. It is her intention to 
identify any concerns and remedy them as soon as possible. Discussion with one relative 
supported this approach and also elicited the view that she was “able to approach the 
manager’ to address her concerns and that these had been “dealt with very quickly”. The 
manager makes a point of holding a regular ‘manager surgery’ during an evening – 
allowing and encouraging visitors to call in to see her and share their view of the service. 
Other forums have been established to maximise the opportunity for feedback; staff 
meetings, supervision sessions and a relatives’ meetings for example. 
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Quality of the Environment 

The physical environment at the Plas Cwm Carw service is much improved as a result of 
some significant investment by the registered provider (HC-One). This has meant that 
much of the main communal areas is much improved and is brighter, cleaner and more 
comfortable. Toilet and bathroom areas are made prominent by the use of yellow painted 
doors to help people navigate their way around.  
 
Corridors are furnished with pictures and photographs depicting Port Talbot, local 
landmarks and surrounding areas as well as images which would be familiar to many 
older people. These are useful as ‘talking points’ for engaging with people. We also 
observed that familiar objects (hats, scarves, an old iron, radio or model airplane and 
motorbike) were placed around communal areas so that people might pick them up and 
also use them as talking points. The use of ‘dementia dolls’ is also prevalent. Their use 
could be more fully explained to some staff who made some minor negative comments in 
respect of them. 
 
A ‘coffee shop’ area has been developed in the foyer area and is due to open in the near 
future – this will provide an area for visitors and people using the service to meet away 
from the main living areas. The service also has a ‘bar’ where people can gather 
(especially for cultural events such as rugby matches or royal occasions) and share a 
drink and chat. At the time of our visit this facility was unavailable as it was being used to 
store equipment whilst bathroom and other areas were being refurbished. 
 
We experienced the physical environment to be bright, airy, clean and odour free. The 
ambience in communal areas was welcoming, lively and friendly with much chatter and 
discussion in parts. People using the service were able to engage with one another 
where possible and the presence of staff helped ensure that all individuals were able to 
regularly interact with someone.  
 
Several quiet areas and rooms are available for people should they prefer them. Visits 
can take place here and this helps to ensure more privacy where preferred or required. 
The service also provides a small ground floor lounge available for people who smoke – 
currently just three people using the service do so. 
 
People may choose to remain in their own rooms if they wish – though they are also 
encouraged to participate in social events and occasions. We spoke to some individuals 
in their own rooms. These were personally decorated and furnished for the most part. 
Personal photographs, furniture and mementos were in evidence. Most people had their 
own televisions and radios. 
 
A maintenance plan is in place to ensure that minor repairs and redecoration are 
attended to promptly. The maintenance man, who is also responsible for driving the 
home’s mini bus, was seen attending to a variety of jobs during the course of the visit. 
Other more significant repairs, refurbishment and redecoration are carried out by a 
regional maintenance team operating out of the south west of England. This team has 
been responsible for the major programme of refurbishment during the last year or so 
described above.  
The premises are secure and a key code entry system is in operation on both external 
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and internal access doors. Garden areas have been further developed during the 
autumn/winter months and these will be used in fine weather. An internal patio/courtyard 
area is also available and accessible from a ground floor lounge – the registered 
manager intends to provide some external seating here. For the most part these external 
areas are relatively private and not overlooked. 
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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

