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VISIT SUMMARY 
 

 
 
 
 
Date of Visit: 8th November 2023   
Duration of Visit: 1 day on-site  
Consultant: Kirsty Barnes 

Date of Summary Report: 10th November 2023 
 

 

Summary of the Visit 
 
The purpose of this visit was to review the latest Care 4 Quality action plan to identify what 

progress has been made. 
  
 

Summary of the Visit  
 

 
I attended for a day on-site visit booked by the provider to assist with support and compliance.  
 
The action plan was reviewed as part of the visit. The plan had 24 actions and upon review, the following scores 
were in place.  

 

• 25% of actions have been met. 

• 54% of actions are in progress.  

• 4% of actions have been partially met. 

• 17% of actions have not been met.  
 
I reviewed the evidence for all of the actions that have been completed whilst on-site.  
 
At the time of the visit the service employed 107 staff, there were 85 active residents and are 89 bedrooms.  
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The service is registered with CQC to provide accommodation for persons who require nursing or personal care 
(no nursing care is provided at this service) caring for adults over 65, caring for adults under 65, dementia, 
mental health conditions, physical disabilities, and sensory impairments.  
 
The home is split across four separate units, all of which are mixed male and female units with up to 24 beds 
per unit. One unit is a specific advanced dementia unit.  
 
The Registered Manager has been in post for 9 years and has support from a Deputy Manager, Care Managers 
and Senior staff. The Registered Manager wasn’t on-site on the day of the visit due to illness.  
 
With the current sickness of the Registered Manager the PCS (software) go live date has been pushed back 
until she returns. The team are continuing to add resident data to the software while she is absent.  
 
Safeguarding & Notifications  
 
There is a safeguarding folder in place at the service which is inclusive of all local safeguarding protocols and 
policies. The file in place includes a copy of the local safeguarding protocol which is dated 2021. The Manager 
has chased the Local Authority to see if there is an updated copy of the protocol, there is evidence of this 
within the folder which states that the policy has not been updated since 2021.   

Action Required 
 
Within the folder, there are monthly low-level incidents that are logged. Logs for October have not yet been 
completed due to the Manager's absence.   
 
There is a CQC notification tracker in place which evidences the submission of various CQC notifications. I was 
able to evidence that this has been fully completed with all submitted notifications.  
 
There is easy-read information available in relation to safeguarding available. Throughout the home, there 
are visuals and posters in relation to safeguarding for additional information. 
 
Monthly safeguarding audits take place and are completed by the Manager.  
 
All residents in place have unique identifiers in place.  
 
2 staff safeguarding training is currently out of date although I was able to see that this is booked to be 
completed.  
 
There is a safeguarding policy in place through the QCS application, all staff have 24-hour access to policies in 
place.  
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There is a DoLS application tracker in place which evidences the current status of DOL’s applications, upon 
the tracker I was able to evidence of where applications have been made and chased. There are clear and 
organised files in place for each unit within the building.  
 
Complaints  
 
There is a robust complaints policy in place through the QCS application. Staff have access to the complaints 
policy through the application.  
 
There is a monthly complaints statistic sheet in place that evidences the complaints that have been received 
each month into the service. The complaints analysis has not been completed Since August 2023; this was 
rectified whilst I was on-site.  
 
Due to the folder not being up to date, I was unsure whether the complaints information was relevant, up to 
date and correct.  
 
All management and senior staff have now been signed up to complete complaints handling training as part 
of their roles.  
 
There are visuals within the home regarding how to make a complaint. 
 
Supervision and Appraisal  
 
There is a supervision policy in place via the QCS application the policy states that supervisions are completed 
for all staff at a rate of 6 per annum.  
 
I was unable to evidence that all staff are receiving supervision as per the frequency. For example, some staff 
have not received supervision since July. One member of staff has received 3 supervisions with only 7 weeks 
left of the 2023 diary.  
 
Some staff in positions such as administration, activities and maintenance are not evidenced as having 
regular access to supervision.  

Action Required 
 
Meetings  
 
I was able to evidence completion of staff meetings throughout the year, there is a folder in place with 
minutes that are signed by all staff who attended to evidence their attendance.  
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I was able to evidence meetings taking place for: 

• Day staff  

• Night staff  

• Domestic staff  

• Kitchen staff  

• Senior staff 
 
Meetings have taken place throughout 2023, and meetings are due to take place this month.  
 
Numerous topics are discussed including surveys, feedback, changes, improvements, training, and external 
reports.  
 
Minibus  
 
The service has implemented a monthly vehicle check, this is incomplete for October.  

Action Required 
 
MOT certificate in date.  
 
Driver declarations complete (where required for staff)  
 
Motor insurance is in place.  
 
Care plans and risk assessments  
 
As a part of the visit, I reviewed 2 residents' care plans in place at the service.  
 
I offered to review the data for the residents who have been added to PCS software, but the team were 
unsure which residents were completely ready for checking, so this was not done.  
 
I was able to evidence monthly sign-offs for photographs in the folder to show that they are a true likeness to 
the resident.  
 
Each resident has a social profile in place which includes details of things they like to do, places they have 
lived and travelled, things that they find upsetting and people who are important to them.  
 
Each resident has a life history which includes more detailed information in relation to their past.  
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I was able to evidence monthly reviews taking place for care planning documentation and assessments in 
place. 
I was able to evidence of completion of pre-assessments. There is an admission checklist in place for 
residents. The resident risk register is in place.  
The care plan folders in place all include a front sheet which includes information such as allergies, care 
status, photos of residents and important information.  
 
Consent is in place and evidenced.  
 
Monthly fall analyses are completed for each resident to evaluate their risk scoring.  
 
Accessible information questionnaires are in place for communication.  
 
There is pre-admission paperwork in place for the service to complete.  
 
PEEPs are in place for residents.  
 
Care plans in place do not always include outcomes for residents. 
 
Care plans in place are now always person-centred (this is an ongoing action that is to be reviewed during the 
PCS transition)  
 
I was unable to evidence resident input to care plan reviews.  
 
There were some noted inconsistencies with care plans where reviews have taken place that state no 
changes needed but there are handwritten notes of updates/changes that have been made to the care plan.  
 
Feedback  
 
The service receives positive feedback from others.  
 
The service has a “You said, we did.” A board is in place at the service to show where feedback has been 
provided and what actions have been taken.  
 
They have a carehome.co.uk account which has a review score of 9.6 with 65 online reviews. There have 
been no new reviews added since the last visit when this was checked.  
 
The service has a Google review score of 3.7 out of 5. This has decreased from 4.8 at the last visit.  

Resident meetings take place to obtain resident feedback and comments at the service.  
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Feedback is sought and logged. This includes resident and family meetings and annual surveys.  

There is a ‘Thank you’ folder at the service.  

“We cannot thank you enough for the warm and loving care you have given our lovely Mum over the last 

couple of years, and especially during her final days. You have all been so kind and supportive.” – Family of 

ex-resident. 

“Thank you so much for the dedicated care and attention. Your kindness will never be forgotten. We knew 

that XXX was really well cared for and are grateful that your care, consideration, and respect for XXX ended 

in a peaceful death.” – Daughter of ex-resident.  

Resident notes and charts  
 
I reviewed T-MARs in file and all T-MARs were completed and up to date.   
 
Notes made were lacking detail and did not give a good snapshot of what had taken place throughout the 
day. 
 
At the time of the visit, the folders were observed to be stored securely.  
 
Audit Files/Governance 
 

There is a clear auditing program in place within the service with an annual form stating what requires 
completion. There are audit folders in place at the service which include all completed audits.  
 
There is a clear audit schedule in place which includes –  
 

• Health and safety (monthly)  

• Domestic (6 monthly)  

• Laundry (quarterly)  

• Catering (quarterly) 

• Carer (6 monthly)  

• Human resources (6 monthly)  

• Health and safety environmental (6 monthly) 

• Management (quarterly) 

• Nutrition (6 monthly) 

• Infections (quarterly) 

• Infection control (monthly)  

• Safeguarding (monthly)  

• Training (6 monthly)  
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• Medication (monthly)  

• Care documentation (monthly)  

• Maintenance (quarterly) 

• Activities (quarterly) 

• Resident surveys (annual)  

• Staff surveys (annual)  

• Professionals’ surveys (annual)  
 
I was unable to evidence that all required audits for October 2023 have been completed in line with the 
planner in place.  

Action Required 
 
I was able to evidence that the following audits have been completed for October: 
 

• Care documentation  

• Maintenance 

• Nutrition 

• Infection control  

• Safeguarding  
 
This means that the following planned audits are not in the folder so unable to evidence completion:  
 

• Domestic  

• Medication  
 
One action plan for the audit has the incorrect heading and is marked as maintenance and this is in fact care 
documentation action plan.  

Action Required 
 
Where required all audits have been completed, and actions where required are listed for completion and 
marked when complete.  

 

Outstanding Evidence Folders  
 
These folders have been introduced at the service although over the last couple of months, very little work 
has been completed on these folders.  
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Mental Capacity & consent  
 
The service was at the time of the visit completing a MCA review to ensure that all MCAs are in place where 
required for all residents.  
 
I was unable to see the newly updated spreadsheet during the visit due to the RM being absent.  
 
I was able to evidence consent forms in place for flu vaccinations, Covid testing and Covid vaccinations.  
 
The service has completed MCA assessments for the residents where required. Where required there was 
evidence of best interests’ meetings taking place.  
 
MCAs are in place for residents where required including areas such as  
 

• Accommodation  

• Medication 

• Care needs and treatment  

• Equipment – sensor map, bed rails, lap belts.  

• Call bells 

• Vaccinations – Covid and flu  

• Person specific – locked doors etc  
 
Where MCAs are in place, they are cross-referenced into care plans that are in place.  
 
There is evidence of documentary lasting power of attorney where applicable. 
 
General observations  
 
During the visit, I completed a full walk around of the home. The home itself was clean and tidy, with staff 
actively cleaning all areas of the home.  
 
Family members were welcomed to the site by staff and were seen to be engaging and encouraged to visit at 
any time.  
 
Residents were seen to be supported to leave the home with their family.  
 
Family members were shown how to sign into the building correctly.  
 
Residents had positive interactions with visitors such as the hairdresser who was visiting.  
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Activities were planned for residents to partake in, and staff were observed to be encouraging participation 
in activities.  
 
 
A member of staff visited the office to discuss changes to her rotas and concerns due to her epilepsy 
management when reviewing management was not aware of her diagnosis of epilepsy and there was no risk 
assessment in place for this. I reviewed the health declaration, and this is not included so it has not been 
declared. I emailed a more in-depth health declaration form that the service could amend as required for 
implementation.  

Action Recommended 
 

 

Conclusion / Actions and Recommendations 

Actions Identified: 

• Ensure monthly logs (safeguarding folder) are complete while the Manager is absent. 

• Ensure minibus checks are completed as required.  

• Ensure audits are completed as required (planner). 

• Ensure action plans have the correct heading for the relevant audit being completed.  

• Ensure staff have access to supervision as per company policy.  
 

Actions Recommended: 

• Implement updated health declaration forms for staff.  
 

 
End of Report 


