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Summary of findings

Overall summary

This inspection took place on 21 April 2017 and was announced. We gave the registered manager 48 hours'
notice because the location provides a domiciliary care service and we needed to make sure someone
would be in the office. This was the first inspection for this provider.

Awesome Healthcare provides a domiciliary care service. Itis registered to provide personal care to people
living in their own homes. The service provided personal care to 52 people on the day of our inspection.

A registered manager was in post and was present during our inspection. A registered manager is a person
who has registered with the Care Quality Commission to manage the service. Like registered providers, they
are 'registered persons'. Registered persons have legal responsibility for meeting the requirements in the
Health and Social Care Act 2008 and associated Regulations about how the service is run.

People felt safe with the service provided to them and staff were aware of how to protect them from the risk
of potential abuse. People were protected from the risk of harm because staff were aware of their
responsibility of identifying possible risks and to avoid them happening. There were enough staff to ensure
people's needs were met and to support them to take their prescribed medicines.

People were supported by staff who had been checked to make sure they were suitable to work in their
homes. Employment and criminal records checks were carried out on all staff before they started work at
the service. Staffing levels were kept under review and people saw the same staff regularly which helped to
make sure they had consistency of care.

People were treated with respect and their privacy and dignity was promoted. People said their care
workers were kind and caring. Staff were responsive to the needs of the people they supported and enabled
them to maintain their independence as much as possible.

People were cared for by staff who were skilled and who received regular support and supervision. People's
human rights were protected because staff applied the principles of the Mental Capacity Act in their care
practices.

Staff had the skills and knowledge to understand and support people's individual needs. These skills were
kept up to date through regular training.

People's care needs were assessed and measures were in place to manage risks. People were involved in the
development of their care plans which provided staff with guidance on how to support people safely whilst
promoting theirindependence. The provider had recognised care planning as an area they wished to
develop greater detail.

There was a complaints procedure and people knew how to use it. People and their relatives were confident
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that any concerns raised would be responded listened to and addressed.

People benefitted from receiving a service that was managed well. Quality assurance systems were in place
to monitor the quality of the care and support being delivered and the running of the service.
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The five questions we ask about services and what we found

We always ask the following five questions of services.

Is the service safe?

The service was safe.
Staff knew how to protect people from the risk of abuse.

There were enough staff to provide people with the care they
required.

People received their medicines when they needed them

Is the service effective?

The service was effective.

Staff had received training on how to provide people with care
and their competency to do this effectively and safely had been

regularly assessed.

The staff knew how to apply the principles of the Mental Capacity
Act 2005.

Where it was part of the care package, staff supported people to
eat and drink sufficient amounts to meet their needs.

Is the service caring?

The service was caring,

The staff were kind, caring and compassionate and treated
people with dignity and respect.

Arrangements were in place to support people to express their

views and to be actively involved in making decisions about their
care.

Is the service responsive?

The service was responsive.

People's care needs and preferences had been assessed and
were being met.
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The service was responsive to people's individual changing
needs.

People knew how to complain. Systems were in place to
investigate and response to people's complaints.

Is the service well-led?

The service was well-led.

There was an open and transparent culture where people and
staff felt listened to.

Systems and processes were in place to monitor the quality of
care people received. The registered manager looked for ways to
improve the quality and safety of the care that was provided to
people.
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Detailed findings

Background to this inspection

We carried out this inspection under Section 60 of the Health and Social Care Act 2008 as part of our
regulatory functions. This inspection was planned to check whether the provider is meeting the legal
requirements and regulations associated with the Health and Social Care Act 2008, to look at the overall
quality of the service, and to provide a rating for the service under the Care Act 2014.

This inspection took place on 21 April 2017 and was announced. The provider was given notice because the
location provides a domiciliary care service and we needed to be sure that someone would be at the office.

The inspection team consisted of one adult social care inspector.

Before the inspection, the registered manager completed a Provider Information Return (PIR). This is a form
that asks the provider to give some key information about the service, what the service does well and
improvements they plan to make. We looked at the PIR and at all the information we had collected about
the service. This included information received and notifications the registered manager had sent us. A
notification is information about important events which the service is required to tell us about by law.

As part of the inspection we spoke with the registered manager and three care staff. We spoke with two
people who used the service and one relative. We also viewed written feedback.

We looked at nine people's care plans and associated records, eight staff recruitment files, staff training
records and the staff supervision and annual appraisal records. We reviewed a number of other documents
relating to the management of the service. For example, compliments received, incidents records, spot
check feedback, staff file audits and staff meeting minutes. We also spoke with the local authority.
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Is the service safe?

Our findings

People we spoke with told us they felt safe when the staff provided them with care in their own homes. One
person told us, "I always feel safe when they [staff] are here." The relative we spoke with agreed with this.
They said, "[family member] is very safe with them." People and relatives told us that if the member of staff
on the rota changed, that the registered manager would call them and let them know.

The staff we spoke with had a good understanding about various forms of abuse. They told us if they had
any concerns about abuse or poor care practices they would report this to the registered manager. Staff
were also aware of other external agencies they could share their concerns of abuse with. The registered
manager said all staff received annual safeguarding training and staff confirmed this. This ensured staff were
aware of their responsibility of protecting people from abuse. Discussions with the registered manager
confirmed their understanding of when to share information about abuse with the local authority to protect
people from the risk of further harm.

Risk assessments were carried out to identify any risks to people when providing the package of care.
Identified risks were incorporated into the care plans and included guidance to staff on what to do to
minimise any potential or actual risk. For example, risks of falls and risks to people related to moving and
handling.

The service assessed the environment and premises for safety of staff when providing the package of care as
part of the initial assessment. For example, slip and trip hazards inside and outside people's homes and
lone working safety. Other areas assessed for staff safety included the area local to the home of the person
receiving the service, and other risks related to staff lone working and lone travelling. The service had
emergency plans in place in case there were threats to the running of the service, such as severe weather.

People were cared for by appropriate numbers of staff to meet their care needs. Daily notes identified that
the number of staff attending care calls were those recommended in people's care plans.

The provider informed us that staffing levels were determined by people's assessed care and support needs
and this was routinely reviewed to ensure people's needs were met. Staff confirmed there were enough staff
available to care for people. One staff member said, "There is enough staff, any gaps through sickness for
example, are covered by other staff."

People were cared for by suitable staff. All the staff we spoke with confirmed that before they started to work
safety checks were carried out. These included a request for references and a Disclosure Barring Service
[DBS] check. The DBS helps the provider make safer recruitment decisions to ensure the suitability of people
to work within people's home. We looked at eight staff files that confirmed these checks had been carried
out.

People were supported by trained staff to take their prescribed medicines. The registered manager told us
and we saw records that confirmed staff had received training about how to manage people's medicines
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safely and staff confirmed this. Staff said they had access to information relating to people's prescribed
medicines within their care records and the medication administration record [MAR]. A MAR is a record of
people's prescribed medicines that staff signed to show when medicines have been given to the person.
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Is the service effective?

Our findings

People received effective care and support from staff who were well trained and supervised. People and
their relatives said the care workers had the skills and knowledge needed when providing their care and
support. They were pleased with the level of support they received and felt care staff understood the
support they needed. People spoke positively about receiving care from people they were familiar with.
Comments included, "It helps that | see the same faces. | like that," and, "Communication is good, I always
know whatis going on."

Staff told us they were satisfied with the induction they had received and the on-going training they
undertook to carry effectively out their role. One staff member told us, "l was given all the training | needed. |
got a lot from shadowing experienced members of staff." Another staff member said, "l was shown how
things should be done and got lots of training."

Records showed that staff had completed a range of essential training for their role that covered health and
safety and related to the needs of people who used the service. Staff also had specialised training as
required to support people, for example, training in dementia. The provider had an electronic system in
place which only allowed those staff whose training was completed and in date to be allocated work.

The Care Certificate is a set of standards for staff, which upon completion, helps to ensure they have the
awareness, skills and knowledge they need to provide effective care and support. The registered manager
ensured that staff, had or were in the process of completing the Care Certificate. This showed the provider
invested in the staff team to ensure they were trained and equipped with the skills and knowledge to
provide effective care in order to meet people's needs.

Staff had one to one meetings (supervision) with their manager once every six months or sooner if required
or requested. Staff also had their practice observed whilst they were working with a person using the service
to ensure they are working to the provider's expectations. The log of supervision showed staff were up to
date with their supervision meetings. Staff said their supervision meetings enhanced their skills and
learning. Staff had annual appraisals of their work and records showed these were scheduled to take place
annually.

The Mental Capacity Act 2005 (MCA) provides a legal framework for making particular decisions on behalf of
people who may lack the mental capacity to do so for themselves. The Act requires that, as far as possible
people make their own decisions and are helped to do so when needed. When they lack mental capacity to
take particular decisions, any made on their behalf must be in their best interest and as least restrictive as
possible.

People can only deprived of their liberty so that they can receive care and treatment when this is in their
best interest and legally authorised under the MCA. We checked whether the service was working within the
principles of the MCA. The registered provider was not currently supporting anyone who had been referred
to the Court of Protection.
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Staff demonstrated they were aware of the importance of seeking consent and respecting people's right to
decline their care. Staff told us they sought people's consent and provided the care and support as detailed
in the care plan. One person told us, "l don't feel rushed at all, they know it takes me a while to get dressed."

People we spoke with had varying amounts of support with eating and drinking. Where required they were
supported to maintain a balanced diet and to have enough to eat and drink each day. People confirmed
that staff always gave them a choice which was dependent on what food the person had. One person said,
"They are very helpful, will do anything | ask."
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Is the service caring?

Our findings

People told us their care workers were kind and caring when they supported them. One person said, "They
are very caring and respectful." Other comments about the care provided by Awesome Care by the people
who used the service included; "Very caring", "Very friendly staff", and, "They're all very kind and very gentle."
The registered manager told us they always undertook the initial assessments so that they had a clear
understanding of people's needs. The registered manager and staff were able to explain different people's
needs to us. Care records showed that people, and where appropriate, their relatives had been involved in
the assessment and the development of their care plans. These were signed to show that people were in
agreement with the support provided. The registered manager told us that where possible, they introduced
staff to people before care and support commenced to make sure they were comfortable with the staff who
were going to support them. This meant that people were supported by the staff most suited to meeting
their needs.

Staff had a good understanding of people's care and support needs. One staff member said, "l always ask
and read previous notes to check if anything has changed or if people need something else." One person
confirmed this by telling us, "They check every time." Staff told us they also had access to people's care
records which provided them with information about how to care for people.

People told us staff respected their privacy and dignity. One person said, "There are always polite and
respectful." Staff told us, "It's important to remain aware about privacy, dignity and respect." All the staff we
spoke with were aware of the importance or respecting people's rights to privacy and dignity. A staff
member said, "l always ensure the curtains and door are closed when | assist people with their personal care
needs."

People's right to confidentiality was protected. Staff received training in people's rights to confidentiality. All
personal records were kept in a lockable cabinet in the office and on the service's computer system, only
accessible by authorised staff. In people's homes, the care records were kept in a place determined by the
person using the service.

11 Awesome Healthcare Solutions Limited Inspection report 02 June 2017



Is the service responsive?

Our findings

People received the care they wanted and that was responsive to their individual needs. Staff supported
people in accordance with their preferences which included the choice of which staff provided their care.
People also spoke about the flexibility of the service with regards to changing the content, timing and
number of care calls they wanted. One person said, "l have found them very flexible to my needs."

People's care plans were based on an initial assessment, leading to a full assessment, with information
gathered from the person and others who knew them well. People's preferred routines were included in
their care plans and assessments captured details of people's abilities and wishes. For example, one section
of the care plan detailed what people wanted around them such as a drink, telephone or book. Staff told us
that they knew how people liked things done and that they followed their wishes, this was recorded in
detail.

The care plans in place were periodically assessed for any changes. People's changing needs were
monitored and the package of care adjusted to meet those needs if necessary. Staff reported any changes to
the registered manager so that the care plans could be updated. The care plans were up to date. Daily
records were detailed and showed that care provided by staff matched the care set out in the care plans.

Everyone we spoke with was fully aware of the complaints procedure and felt confident to bring any issues,
complaints or concerns to the attention of the registered manager. They all stated that they had the
relevant contact numbers to hand if required. Staff told us that people had a copy of the provider's
complaint procedure available in their care folder as well as a stamped address envelope and complaints
form. Everyone we spoke with told us they would feel comfortable to speak with their care staff or telephone
the office staff if they had any issues or complaints. We saw that where formal complaints had been received
they had been responded to in line with the provider's policy.
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Is the service well-led?

Our findings

It is a condition of registration with the Care Quality Commission (CQC) that the service has a registered
manager in place. There was a registered manager in post at the time of our inspection.

Staff working at the service told us they enjoyed working there and that they felt supported. One staff
member told us, "The manager is very supportive, it's a nice place to work." Another staff member said, "It
really is a very supportive company." Staff told us that communication to and from the office was consistent
and that they received the information they needed. Staff told us they had a regular rota and regularly
visited the same people to support them. They felt this was important to them because it gave people the
consistency they wanted.

Staff we spoke with told us they felt able to discuss people's care needs with the registered manager as they
arose and did not always wait until a team meeting. Staff told us the registered manager asked what they
thought about the service and took their views into account. Team meetings were held regularly and staff
were invited to give ideas for improvements and were kept up to date with what was happening within the
company and with the people they provide care and support to.

Feedback on service provision was sought by the registered manager when they visited people to provide
care, observe staff practice and during monthly telephone quality assurance checks. Remedial action was
taken if issues were raised by people during those calls. People and their relatives confirmed they were
asked their opinion on the service they received.

The service carried out routine audits of a number of areas related to the running of the service. For
example, audits of care plans, training records, recruitment files, daily notes and medicine records. The spot
checks on staff included checks of the records kept in people's home, as well as how staff worked with
people who use the service.

People benefitted from a staff team that were happy in their work. The service had a positive culture that
was person-centred, open and inclusive. It had a well-developed understanding of equality, diversity and
human rights and put these into practice. People and their relatives told us the service was managed well.
Comments received were positive and included, "l am satisfied and happy with the service."

Discussions with the registered manager confirmed their awareness of when to send us a statutory
notification about events that occur which they are obliged to do by law.
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