Care and Social Services Inspectorate Wales
Care Standards Act 2000

Inspection Report
Tender Loving Care Limited
Tyldsley House
48 Clarence Road
Craig y Don, Llandudno
LL30 1TW

Type of Inspection – Focussed
Date(s) of inspection – 4/10/2012
Date of publication – 7/12/2012

You may reproduce this Report in its entirety. You may not reproduce it in part or in any
abridged form and may only quote from it with the consent in writing of Welsh Ministers
Please contact CSSIW National Office for further information
Tel: 0300 062 8800
Email: cssiw@wales.gsi.gov.uk
www.cssiw.org.uk

Version 1.1 07/2012

Summary
About the service
Tender Loving Care Ltd is a family run domiciliary care agency which provides support to
older people and adults with physical disabilities and/or sensory loss/ impairment. The
office is conveniently situated in Craig Y Don, and is accessible to service users, families
and staff should they choose to visit.
The agency currently works in six different geographical areas of Conwy County, in both
rural and town locations with identified teams of staff covering each area.
What type of inspection was carried out?
A focussed inspection was carried out to obtain the views of the people using the service.
The inspection process was structured in such a way that the experience of a sample of
people using the service and staff was sought using questionnaires and telephone contact.
Feedback from all questionnaires was very positive.

What does the service do well?
The management try to match the individual’s needs with the experience and knowledge
of the carers. The service is reliable and flexible.

What has improved since the last inspection?
A central computerised complaint register has been set up to analyse and identify any
pattern of complaints to assist in monitoring the quality of the service.
What needs to be done to improve the service?
CSSIW found no areas of non-compliance that showed systemic failings or significant
adverse impact on the quality of care for people using the service.
CSSIW found one area of non-compliance which could potentially have an adverse impact
on the quality of life of people using the service.
CSSIW identified a breach of regulation 18(1)(a) Provision of information to service users
which requires that:
The registered person shall ensure that before personal care is provided a person using
the service is provided with the name of each domiciliary care worker who is to provide
personal care.
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Quality of life
Overall CSSIW found that staff provide the support needed and encourage people to do
as much as possible for themselves in order to maintain their independence and
physical ability. Care workers provide support and assistance to people with a range of
needs and provide a service that respects confidentiality, security and privacy.
The care needs, wishes, preferences and outcomes for each individual person
are incorporated in their service delivery plan. This is because a service delivery plan for
the provision of care is developed and agreed with each person using the service and
this provides the basis for the care to be delivered. The people spoken to confirmed that
they are asked about the care they would like and this is reviewed and changed when
needed. The questionnaires returned were all positive, people using the service find staff
provide their care as detailed in their care plan and consider staff to be reliable, friendly
and kind. The care provided was rated as good, very good or excellent.
The personal information of people using the service and their relatives or
representatives is handled appropriately and personal confidences are respected. Staff
respect information about individuals or their representatives that is confidential and
handle such information in accordance with the Data Protection Act and the agency’s
written policies and procedures are in the best interests of the individual. This is because
a policy is in place, staff training is provided and staff sign a confidentiality statement to
show they understand it and will comply with it.
People receive a flexible, consistent and reliable personal care service. This is because
staff arrive at the person’s home within the time band specified and perform the tasks
specified in the service delivery plan. The agency ensures that there is continuity in
relation to the care workers who provide the service to each person. Care workers are
only changed for practical reasons, for example, a care worker is sick, on holiday,
undertaking training or has left the agency. People are provided with the contact details
of the agency during office hours and when the office is closed if they have any queries.
One person stated that there was a small team of staff allocated to make the calls but
she did not always know who to expect, there are occasions when staff she does not
know turn up and she is not provided with a rota to show who will carry out the call.
However, all of the staff provided were caring and provided a good service. This was
discussed with the manager who said that people who want a weekly rota are provided
with one. It is advised that all people using the service must be provided with the name
of each care worker who is to provide care, when changes need to be made each
person must be advised of the change.
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Quality of staffing
CSSIW did not consider it necessary to look at the Quality of staffing on this occasion
because the details provided in the self assessment of service indicate that there is a
low turnover of staff and that management remain committed to staff training. However,
this theme will be considered during future inspections.
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Quality of leadership and management
CSSIW did not consider it necessary to look at the Quality of leadership and
management on this occasion because no changes had taken place since the last
inspection. The manager is qualified and has the necessary experience to manage a
care agency. However, this theme will be considered during future inspections.
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Quality of environment
Staff provide care in the home of the person using the service. The manager ensures
that a health & safety assessment of the environment is completed to make sure the
environment is safe for the individual and for staff visiting the home.
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How we inspect and report on services We conduct two types of inspection;
baseline and focussed. 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.



Focussed 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. Focussed
inspections will always consider the quality of life of people using services and may
look at other areas.

Baseline and focussed 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.
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