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About Carmarthenshire Domiciliary Care Services
Type of care provided Domiciliary Support Service

Registered Provider M&D Care Limited

Registered places 0

Language of the service English

Previous Care Inspectorate Wales 
inspection

14/09/2019

Does this service provide the Welsh 
Language active offer?

The service is working towards providing an ‘Active 
Offer’ of the Welsh language and demonstrates a 
significant effort in promoting the use of the Welsh 
language and culture

Summary

The service is run by a dedicated manager who is supported by senior managers within 
the organisation. The responsible individual (RI) has good oversight of the service. The 
manager is well respected by people using the service, family members, social care 
professionals and care workers. An electronic call monitoring system is being further 
developed to support the manager and office based staff in the day-to-day operational 
management of the service.

People, relatives and social care professionals speak positively about the care provided 
and the good communication and support by the manager and office based staff. Care 
staff demonstrate a sound knowledge of the needs of the people they support and an 
enthusiasm for working for Carmarthenshire Domiciliary Care Service.



Well-being 

People benefit from a service, which offers them a sense of reliability, familiarity and 
belonging. People are cared for by staff who know them well and are able to anticipate their 
needs and preferences. People, family members, care workers and social care 
professionals spoke of mutually positive relationships that have been built upon over time.

Care documentation and the supporting electronic monitoring system are informative and 
up to date. Care plans are person centred, detailed and clear to follow. People and / or their 
representatives are able to contribute to the way they receive their care and any particular 
needs and wishes are clearly noted and acted upon. Care workers have a good knowledge 
of the people they support and are therefore able to notice any changes quickly and 
respond promptly. Referrals to relevant health and social care professionals are made 
appropriately, thereby ensuring people’s continued health needs are met and promoted.

Policies and procedures are in place to protect people. People said they were comfortable 
and happy with care workers and family members consistently told us that people felt safe 
and confident when using the service. Care staff are aware of the service’s safeguarding 
policy and procedures and could describe the measures they would take if they suspected 
abuse in any form.

People using the service, and their family members, told us that they feel safe. Clear 
policies and procedures are in place in order to protect people and care staff told us that 
they are aware of them and know where to find them. Care workers are recruited through a 
robust recruitment process and are regularly supervised and appropriately trained. The 
manager is readily available for people, relatives and care workers and there is good 
oversight of the service by the RI.



Care and Support 

People receive care and support that meets their individual needs and they have an 
opportunity to contribute to. We saw that care plans are written in a person centred way and 
clearly reflect people’s individual needs and preferences. They are written in consultation 
with the person and / or their representative. We also saw that comments and requests 
from reviews with people are included in their plans and these were confirmed when we 
spoke to the individuals. Risk assessments are regularly reviewed and updated in order to 
ensure that people are kept safe. 

People are cared for by care workers who know them well and anticipate their needs. 
People told us that they have the same carers wherever possible and this is viewed very 
positively and contributes to people’s individual needs being understood and met. As a 
result, care workers are able to note any changes to people’s health and care needs early, 
allowing them to respond quickly. People and their family members told us that they have 
developed good relationships with the care workers and that they are confident in the care 
they provide.  People told us about the positive effects of having support from the service 
including; “ My confidence is a lot better, I can go out on my own now which I wasn’t able to 
do so before” and “I can trust people now, I know people care” 

People feel safe and protected from harm. Care workers we spoke to understand their role 
in protecting people and are aware of how to report any concerns. Care workers are also 
aware of their responsibilities to protect people from COVID-19. Care workers are clear on 
the correct use of personal protective equipment (PPE) and infection prevention and control 
measures.  Policies and procedures, training and support are in place to ensure care staff 
maintain people’s safety and well-being. One person told us “I feel very safe with the 
carers; they wear masks, gloves and aprons. They are very professional”. 

People and relatives told us that they would have no hesitation in reporting any concerns 
they might have to care workers or “the office” and feel their concerns are listened to and 
acted upon. One relative told us “When I raised a concern the manager dealt with it 
appropriately and quickly”.



Leadership and Management 
The service is led by a dedicated manager who is well supported his line manager and 
directors of the organisation. The RI is readily available and has a good oversight of the 
service. During the inspection, the RI told us about how he ensures he has up to date 
knowledge on the service to ensure he is fulfilling his regulatory responsibilities. 

The manager demonstrates a very good knowledge of the people who use the service and 
the care workers he employs. A call monitoring system supports the manager and office 
based staff in their day-to-day operational management responsibilities.  Care workers told 
us that they feel well supported by the manager and valued by the organisation. They told 
us; “the manager and heads of service are always approachable”, “the organisation is very 
welcoming and supportive as a team and “we have a dynamic senior team who are very 
keen on achieving outcomes for people”. This support has been particularly valued during 
the COVID-19 Pandemic.

People are supported by a staff team that are motivated, valued and well trained. 
All care workers we spoke to or had feedback from told us that they are very well 
supported by the manager and “office staff”. Care workers told us; “I have been given 
great opportunities to learn and develop”, “I am really enjoying it, we work well as a team” 
and “the training is excellent, and we can always ask for more if we need it”. Care workers 
told us that they have regular supervision and support and this is reflected in the records 
we read.

We saw that there are robust recruitment, induction, supervision and training measures in 
place. A rigorous recruitment process is used to appoint care staff and all the records 
looked at contained the necessary recruitment documentation. Staff receive mandatory 
and specialist training to inform and support them in their roles. Training records show the 
range of training care workers continue to receive through the Pandemic.





Areas for improvement and action at, or since, the previous inspection. Achieved

Areas for improvement and action at, or since, the previous inspection. Not Achieved

None

Areas where priority action is required

None

Areas where improvement is required

None
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