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Summary 

About the service 

The Manse is registered with the Care and Social Services Inspectorate Wales (CSSIW) 
to provide care and accommodation for up to four adults, with a learning disability, aged 18 
to 64 years. 

 
At the time of the inspection there were two people living in the house which is located off 
a main road in a rural part of the county. 

 
The service was registered by CSSIW in 2014 and is part of the Pembrokeshire Resource 
Centre Ltd.  The home was occupied for the first time in February 2016.   The Responsible 
Individual is Stephen Jones, and Mark Nicholas is the registered manager with overall day 
to day responsibility for the management of the home. 
 

 

What type of inspection was carried out?

This was a scheduled post registration baseline inspection that looked at the four themes 
quality of life, quality of staffing, quality of leadership and management and quality of 
environment.  The inspection was undertaken on the 3rd May 2016 
 
The following methodologies were used: 

 One inspection visit 

 A review of the Statement of Purpose 

 Discussion with the two people using the service 

 Discussion with two care staff 

 Discussion with the manager 

 Discussion with two relatives 

 Discussion with a healthcare professional 

 Examination of two people’s care records, including medication charts 

 Examination of four staff files 

 Observation of care practices. Direct observation of the people using the service, 
including interaction between staff and service users. 

 

 

What does the service do well? 

This inspection identified that there were no significant areas of good practice that were 
over and above the regulations and national minimum standards. 

 

What has improved since the last inspection? 

This was the first inspection of the service.  

 
What needs to be done to improve the service? 

No non-compliance notices were issued from this inspection; however the following issues 
were identified as areas that need to be addressed to fully comply with the following 
Regulations as specified in The Care Homes (Wales) Regulations 2002. 
 
Regulation 19 (2) (d) (Schedule2) -  We were unable to find photographic evidence of all 
staff in their personal files 
 
Regulation 19 (2) (d) (Schedule 2)- we found some gaps in people employment histories  
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Quality Of Life 

People can be confident their rights are protected.  This is because we saw that 
applications had been made under the Deprivation of Liberty Safeguards (DoLS) to 
ensure that any restrictions placed on people was done so within an appropriate legal 
framework.  We saw that people had a level of independence as the back door to the 
garden remained open during day time hours to enable people to move freely between 
the house and the gardens.  There was also enough staff to ensure people were able to 
spend time away from the home at the times they chose and during the inspection, one 
person spent a period of time away from the home accompanied by staff. 
 
We were told that staff were trained in SCIP (Strategies for Crisis Intervention and 
Prevention) which is a recognised training for the safe and effective restraint of people 
displaying challenging behaviour.  However staff told us that restraint was used very 
infrequently.  Staff tried, where possible, to use their skills to diffuse challenging 
behaviour by other methods, such as distraction. 
 
People can experience well being and a sense of achievement and staff were able to 
recognise small, but significant positive changes in people.  For example, one member of 
staff told us that one person was now much more sociable and was involved in activities 
away from the home.   
 
Relatives were appreciative of the care people received at The Manse.  One relative told 
us “I have noticed a huge improvement” since the person moved to The Manse, and 
went on to tell us how, for the first time, they felt happy about their relatives care, and 
were able to leave them confident the person was being well cared for. 
 
People experience appropriate and responsive care from staff, and a health professional 
who has visited the home considered people’s care to be “person centred” and felt 
positive about the quality of support offered to people describing staff as “relatively 
skilled” and “some of the best”. 
 
People can enjoy a level of emotional well being.  One person agreed that staff were kind 
to him and another described staff as “so-so”.  We observed staff interacting with people 
in a friendly, calm and respectful way.  We also observed a level of banter which people 
appeared to enjoy. 
 
There was a menu on display and we considered people were able to enjoy a healthy 
and varied diet.  During the inspection we observed one person being encouraged and 
supported to prepare their own breakfast and they managed this independently.  We saw 
there was a range of fresh ingredients available and staff were able to be flexible with 
regard meal preparation and choices.  One person told us the food was “lovely”. 
 
We examined the medication administration records and saw that medication was 
administered as prescribed.  We also noted there was very little use of ‘as required’ 
medication which demonstrated that staff use other skills to manage challenging 
behaviour as far as possible.  We saw that controlled drugs were stored; administered 
and recorded in accordance with the policy.  People told us they had seen an optician 
and we noted that one person had a dental appointment booked.  People were reviewed 
by their consultant psychiatrist and all of these factors helped to ensure that people 
remain healthy and have their health care needs met. 
 
People can feel fulfilled because they are encouraged to participate in a range of 
activities.  For example, one person told us they attended Bangeston Hall for day care 
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and enjoyed riding his bike there.  We saw that another person liked spending time on 
their computer and had access to the internet within the home. 
 
There was a level of flexibility, allowing people to make choices about aspects of their 
life.  For example people told us they could go to bed and get up at times they chose.  
During the inspection, we saw one person chose to remain in bed.  We noted staff did, 
periodically try and encourage him to get up, but respected his right to remain in bed. 
 
We examined people’s care records and found them to be detailed.  There were 
comprehensive monthly reviews carried out for each person and these were visible in the 
person’s file.  Each person had detailed records for their daily routines as well as care 
plans and risk assessments.  The daily records were detailed; personalised and 
addressed the person’s physical; social and psychological needs and activities, but they 
did not always reflect the contents of people’s care plans and routines, so it was not 
possible to see how the care plans informed and directed daily care and support.  Staff 
did, however, demonstrate a good understanding of people’s needs and difficulties. 
 
 



 
 

 

 
 
 

 
 

Quality Of Staffing 

People can enjoy being cared for by motivated staff who want to make a positive 
difference to people’s lives.  Staff we spoke with demonstrated a clear desire to do their 
very best for the people they supported.  One member of staff told us they considered it a 
“real privilege” to be able to support the people living at The Manse and another told us 
how they always strive to “treat people as I would want my family to be treated”.   
 
Staff told us how proud they felt about the progress both people had made whilst living at 
The Manse.  One member of staff recognised one person was now a lot more sociable 
and involved in more outside activities, and another person had been able to 
communicate to staff their likes and dislikes to help inform their care plan. 
 
Relatives were wholly complimentary about the staff, with one person telling us “I 
commend the carers” and “the staff are brilliant”. 
 
Staff told us they felt valued and supported by their manager and felt confident about 
raising any ideas or concerns with him.  They were also confident they would receive a 
prompt and helpful response. 
 
Staff told us the team was “really good” and they felt able to rely on each other. 
 
People can feel confident in the care they receive because staff are competent and 
confident meeting their particular needs and we saw staff had completed a range of 
training to enable them to effectively meet the needs of people.  We observed staff 
interact with people in a supportive and patient way.  For example, we saw staff calmly 
encouraged a person as they prepared their own breakfast.  This meant the person was 
able to maintain a level of independence and also be assisted in learning new skills. 
 
Staff told us they sometimes worked additional hours to provide cover, but they did this 
willingly.  This meant people were cared for by familiar staff who had a good 
understanding of their needs.   We were told that agency staff are not used and any 
staffing shortfalls are covered by existing staff working additional duties.  Staff and 
relatives considered there were enough staff on duty to meet the needs of people. 
 
Staff we spoke with demonstrated a good understanding of their responsibilities in 
relation to safeguarding and were able to clearly articulate the action they would take if 
they suspected a person was at risk, or was being abused.   
 
Staff told us they had regular supervision and the frequency often exceeded the 
minimum times set out in the National Minimum Standards.  Staff told us they found the 
supervision process helpful and were confident their manager would address with them, 
areas of good practice as well as those areas where they could improve, which 
demonstrated a level of maturity in the supervision process to ultimately enhance 
standards of care.  
 
We examined the four staff files which were held at The Manse and found they contained 
most of the required information.  We also saw that staff had completed the required 
checks to enable them to commence work, in accordance with the regulations.  However, 
we found some gaps in staff employment histories and in others there was no 
photographic identification of the staff member.  We were told that once identification 
documents had been checked they were destroyed.  Staff files were well organised and 
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easy to navigate. 

 
 



 
 

 

 
 
 

 

Quality Of Leadership and Management 

There had been no visits by the registered provider, and in accordance with Regulation 
27, as the home had only been operating since February 2016.  The manager assured 
us there were plans in place for such a visit to take place within the next two weeks. 
 
The quality monitoring was conducted collectively for the group of homes that were 
managed by Pembrokeshire Resource Centre Ltd and at the time of the inspection we 
noted that questionnaires were ready to be sent to relatives to ensure that their views are 
obtained regarding the quality of care people receive. 
    
Staff told us they found their manager to be supportive and approachable.  The manager 
appreciated the ability to work directly with people as one of the staff on duty and 
therefore had a good understanding of the needs and strengths of people and staff.  The 
manager of the home also considered his managers to be supportive and told us “I 
couldn’t have asked for a better set of employers” when discussing the support he had 
been offered. 
 
At the time of the inspection there were no ongoing complaints and we were satisfied the 
manager had a good understanding of their responsibilities to report incidents in 
accordance with Regulation 38. 
 
Copies of relevant policies are held as paper copies and available for staff to refer to at 
any time to help ensure they comply with policy at all times. 
 
There were processes in place to ensure staff were able to remain up to date with people 
and their needs and to ensure the safe and effective running of the home.  For example, 
there was a detailed communications book for staff as well as schedules for work that 
was required within the home.  Staff meetings were held on a regular basis to ensure the 
exchange of information. 
 
 
 
 
 



 
 

 

 
 
 

 
 

Quality Of The Environment 

We found the environment to be light, airy and clean.  Staff and people living in the home 
are responsible for the cleaning of it and we saw this was done to a high standard.  At 
the time of the inspection we saw staff and people living in the home carrying out 
housekeeping jobs and one person told us they enjoyed vacuuming.  There was a daily 
cleaning schedule and we saw all of the allocated jobs were signed off on a daily basis. 
 
We saw the outside areas were mostly well maintained and there were plans to plant up 
a vegetable garden.  Most of the garden area was secured with a fence to maintain 
safety and we saw there was a sheltered area for people to sit outside.   
 
There was adequate parking space available for people’s vehicles; and for staff and 
visitors to park. 
 
One person happily showed us their bedroom and we saw this was clean and in good 
decorative order.  Three of the four bedrooms had en-suite facilities and there was a 
separate bathroom for people to use.  The bedrooms were situated on the first floor and 
none of the people living in the home had any problems with their mobility which meant 
that people were able to move freely throughout the home.  There was evidence that 
people had personalized their rooms to some degree. 
 
On the ground floor there was a large lounge which was comfortably furnished; a dining 
room and a kitchen.  In addition, there was a small office with facilities for staff as well as 
a laundry area; store room and a room that could be used for a range of activities, but at 
the time of the inspection was not in use.  Whilst the environment was clean and in good 
decorative order, there was not much evidence of any personalization on the ground 
floor. 
 
The kitchen area appeared clean and we saw there were separate cupboards for 
different items and all of the cupboards were labelled to assist people in maintaining a 
level of independence when they were making choices and preparing meals or snacks. 
 
People can be confident they are safe whilst maintaining a level of independence.  For 
example, alarms were fitted to people’s bedroom doors to alert staff if they left their 
rooms during the night. 
 
People can be reassured they are safe from strangers entering the premises because 
visitors are required to ring a door bell which was responded to by staff.  Visitors were 
also required to sign a visitor’s book and these measures ensured only those people with 
a legitimate reason for being there, were permitted entry. 
 
There was free access from the home to the garden areas which meant that people 
could move freely between these parts of the home. 
 
Staff told us that requests for routine maintenance work were responded to promptly 
which helps ensure that all facilities are in working order and available for people to use.  
The maintenance team were responsible for ensuring the regular servicing of essential 
equipment, such as fire safety and lighting. 
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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

