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Description of the service
Glanffrwd care home is in the village of Pencoed on the outskirts of Bridgend. It is 
registered to provide personal or nursing care for up to 45 people aged 60 and above, with 
a variation to include one person over the age of 55years.

The registered provider of the service is HC-ONE Ltd and the newly registered manager is 
Joan Thomas

Summary of our findings

1. Overall assessment
People living at the home receive a good standard of care which takes into account 
their individual preferences and needs. People’s changing needs are kept under 
review in liaison with other professionals.  However some consideration needs to be 
given to call bell response times and associated staffing levels. 

.

2. Improvements
An annual quality of care report has been completed but this need to be further 
improved to include the views of people living at the home. 

3. Requirements and recommendations 

Section five of this report sets out four recommendations to improve the service 
These include the following:

The annual quality off care report needs to include the views of the people living at the 
home. 

A system of monitoring the call bell response times is installed, that an audit of 
people’s views on call bell response times is completed and staffing levels are 
reviewed in line with the findings.



1. Well-being 

Summary

People are able to make decisions about their lives and care with support from staff where 
necessary. They are treated with dignity and respect, have good relationships with staff and 
there are opportunities for them to take part in a variety of group activities. 

Our findings

People are encouraged and supported to express their opinions. We (CSSIW) saw staff 
talking with people and asking about what they wanted to do, what they wanted to eat and 
drink and where they wanted to sit. Some people were in their bedrooms and they told us 
that they preferred to spend their time there. Other people were being cared for in bed and 
appeared contented. When we discussed this with the staff they said that this was because 
of their care needs. We looked at the records of the personal care checks carried out by 
staff when people remained in bed and we saw that they were regularly updated.  People 
told us that they really enjoyed the food and we saw from the menu that there was a choice 
at each meal time. We read the care records and found that the home were in the middle of 
transferring to a new format of documents. We saw that both formats provided clear 
information about people’s lives and preferences, particularly in the document entitled 
“Remembering Together – Your Life Story”. People are provided with care in the way which 
takes account of their choices and preferences. 

There is a dedicated staff member to support people to take part in activities. When we 
walked around the home we saw people taking part in group activities in the lounge at the 
end of the dining room. Many were joining in enthusiastically and a few others seemed 
happy to watch. We saw the activity co-ordinator including everyone and encouraging 
people to join in. We talked to the manager about what stimulation was available for people 
who were unable to join in the group activities and we were told that the activity co-ordinator 
did spend some time supporting individual activities but there were limited records of this. It 
is recommended that further consideration be given to providing suitable stimulation to 
support people to engage in individual activities if they choose.  People are provided with 
opportunities to engage in rewarding and stimulating group activities. 

There are suitable arrangements in place ensure people’ rights are upheld. We saw records 
of appropriate applications under the Deprivation of Liberty Safeguarding procedures. This 
meant that where people needed to be protected from having free access to all areas or the 
outside of the home their rights were protected. People told us that they felt safe in the 
home and relatives also told us they felt confident in the care provided. We saw that if any 
issues of concern were raised these were reported to the local safeguarding team for 
consideration. We read the information on the CSSIW database and saw that accidents or 
incidents were reported to CSSIW using the appropriate form.  People told us that the staff 
always provided them with good care and they felt safe living at the home. People feel safe 
and protected from harm.



2. Care and Support 

Summary

People can feel assured that they will receive a generally good standard of care. The care 
plans are clear and informative documents, which are in the process of being updated. 
People’s health care needs are responded to by appropriate referral to and liaison with a 
range of health care professionals. 

Our findings

People have regular access to health and social care professionals. We saw in the care 
records that referrals were made to a range of healthcare professionals. This included, the 
dentist, GP, Speech and Language Therapist (SALT) and optician. We talked to one person 
who told us that the staff had referred him to a dentist because of problems with one tooth. 
He explained that the dentist had been once and was going to return the following day. In 
another person’s notes we saw in the daily records that there were concerns about the 
person’s swallowing and we saw that a referral to the SALT team had been made and that 
they had visited and given advice. We also saw notes of liaison with social care 
professionals. People’s lives are enhanced by appropriate referrals to health and social 
care professionals.

People have care plans which provide staff with clear and up to date information. When we 
looked at the care documents we saw that that they were generally well completed. They 
included care plans and risk assessments that were regularly updated. However the staff 
were in the process of changing to a new format of care documents. We saw that the 
records that had been changed to the new format were in large files and did not fit into the 
filing cabinets. Downstairs they were being stored in a new locked cupboard but upstairs 
they were stored under the counter of the nurse’s station. We discussed this with the 
deputy manager and manager and were informed that a new lockable cupboard had been 
ordered. This must be put in place as a matter of urgency to ensure that people’s 
information is stored confidentially at all times. People’s lives are enhanced as they receive 
the right care in line with their assessed needs and preferences.

People feel that they matter because staff communicate appropriately with them and treat 
them with care and kindness. People told us that staff spoke kindly to them. We saw that 
where people were unable to say what they wanted the staff were aware of their likes and 
dislikes and they encouraged and supported people in making decisions, where possible. 
We read information in the care records about how people communicated. We saw staff 
responding to people’s requests and changing moods. When we talked with people they 
told us that they felt that their views were listened to and that the staff were very kind and 
encouraging. We saw that staff had a warm and caring approach to people. We also saw 
that the staff helped to maintain people’s dignity by ensuring they were appropriately 
clothed and covered. People are treated with dignity, respect and kindness in their day to 
day care. 



3. Environment 

Summary

The home is welcoming and the environment is clean, well maintained and decorated to a 
good standard. Overall it is suited to meet people’s needs. People are able to personalise 
their rooms with their own items. 

Our findings

The layout of the home promotes accessibility and independence. We saw that people were 
able to move freely within the home, although most people required some assistance. 
There was a lift in place to help people move easily between the two floors. We saw that 
each bedroom was furnished to a good standard and was heavily personalised with 
people’s own ornaments, pictures, photographs and other items. Each bedroom also had its 
own ensuite shower room and toilet. People’s independence is supported by the layout and 
facilities of the home.

There is suitable outdoor space. We saw that there was a patio with several sets of garden 
furniture and lovely garden area. We discussed the garden with the manager who explained 
that they were hoping to provide a walkway around the garden so that it was more easily 
accessible for people who required a wheelchair.  People’s wellbeing is enhanced by 
having access to pleasant outdoor areas, although the access to the garden area is limited 
to those who are able to walk. 

There is a choice of communal rooms. We saw lounges and dining rooms on both floors of 
the home. The main dining room downstairs had a lounge area at one end where the 
activities were taking place. There was also another newly decorated lounge set out as a 
tea room at the other end of the ground floor. However, there was no equipment for making 
drinks visible and we only saw this room being used by one person and their family.  We 
discussed the communal rooms with the manager and the assistant operations director as 
there were limited communal areas with a relaxing, homely feel. The manager said that 
there was equipment ready to be put in the tea room and that many people required 
specialist chairs which made it difficult to have much ordinary lounge furniture. It is 
recommended that the layout and use of the communal areas are reviewed to ensure that 
they are suited to people’s needs. We found that people live in accommodation that is 
suited to their needs but there is room for some improvement in the communal areas. 



4. Leadership and Management 

Summary

People can be assured that there are clear leadership and management systems in place 
and the registered manager is visible and accessible. There are robust staff recruitment 
processes in place. There is a need to consider call bell response times and the staffing 
levels. The annual quality of care report needs to include information about the views of 
people living at the home. 

Our findings

The call bell response times and staffing levels are in need of reviewing. We saw that the 
staff seemed very busy and we heard one person calling for assistance for over five 
minutes with no staff available. We talked to people about how long they usually had to wait 
for assistance when they called for help or pressed their call bell. Some people said it was 
not too long but others told us that sometimes they had to wait a long time if the staff were 
busy. Two people told us that they nearly always had to wait but could not tell me how long 
they waited. We talked to staff who were working downstairs and they said that it was 
difficult to finish all their work during shift times because they were so busy. The call bell 
system did not produce an audible ring but it was connected to pagers which the staff wear. 
This means that people were not disturbed by the sounds of call bells but it also made it 
difficult for us to be aware how long people were waiting for assistance. There were no 
monitoring records of call bell waiting times as the system did not supply them. It was 
therefore not possible to gather firm evidence. We talked to staff, the manager and 
assistant operations director about this issue. We recommended that a system of 
monitoring the call bell response times is installed, that an audit of people’s views on call 
bell response times is completed, and staffing levels are reviewed in line with the findings.  
People are not fully assured that their calls for assistance are answered in a timely manner 
by sufficient staff. 

People are assessed before admission and consideration is given to the appropriateness of 
the admission.  We looked at the care records and saw that an assessment of people’s 
needs was carried out and recorded before they were admitted. We discussed the 
assessment procedure with the manager and were told that they were carried out by the 
deputy manager, who is a nurse.  People’s lives are improved because their individual 
needs are competently assessed in order to ensure that the home is able to meet their 
needs. 

There are suitable procedures in place for recruiting, training and supporting staff. 
We looked at staff recruitment records and saw that they contained records of all the 
required checks. We saw that there was a computerised staff training matrix in place which 
showed that some staff had not completed their assigned training within the given 
timescale. We discussed this with the manger who had already identified this issue and had 
lists that she was going to follow up with the staff members. We saw the lists and were 
satisfied that action was being taken to ensure that staff complete their training and 
updates. We also saw records of regular staff supervision sessions. People’s safety is 
enhanced by the recruitment, support and on-going training of staff. 



5. Improvements required and recommended following this inspection

5.1  Areas of non compliance from previous inspections

There were no areas of non-compliance noted at the previous inspection. 

5.2  Areas of non compliance identified at this inspection

There were no areas of non-compliance noted at this inspection. 

5.3  Recommendations for improvement
The new lockable cupboard to store people’s care files must be put in place as a 
matter of urgency to ensure that people’s information is stored confidentially at all 
times.

Further consideration is given to providing increased support for people to engage in 
individual activities if they choose.

The layout and use of the communal areas are reviewed to ensure that they are 
suited to people’s needs 

A system of monitoring the call bell response times is installed, that an audit of 
people’s views on call bell response times is completed and staffing levels are 
reviewed in line with the findings.



6. How we undertook this inspection 
This was a full inspection undertaken as part of our inspection programme. We made an 
unannounced visit to the home on 4th January 2017 from 9.50am until 4pm. 

The following methods were used:

• We walked around the home. 
• We spoke to people living at the home, visiting relatives and staff. 
• We used the Short Observational Framework for Inspection (SOFI) tool. The SOFI

tool enables us to observe and record the care provided. It also helps us understand 
the experiences of people who do not find it easy to tell us about their experiences. 

• We looked at care files of four people living at the home and four staff files.
• We looked at a range of records including:

o statement of purpose 
o registration certificates
o staff training matrix 
o hoist maintenance checks 
o fire risk assessment 
o records of audit visits carried out by a representative of the registered provider 
o records of staff meetings.

Further information about what we do can be found on our website www.cssiw.org.uk

http://www.cssiw.org.uk/


About the service

Type of care provided Adult Care Home - Older

Registered Person HC-ONE Ltd

Registered Manager(s) Joan Thomas

Registered maximum number of 
places

45

Date of previous CSSIW inspection 14/09/2015

Dates of this Inspection visit(s) 04/01/2017

Operating Language of the service English

Does this service provide the Welsh 
Language active offer?

No

Additional Information:


