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Summary of findings

Overall summary

This inspection took place on 14 March 2017 and was announced.

Axis Recruitment Limited is registered to provide personal care and support to people living in their own
homes. At the time of our inspection one person was using the service.

There was a registered manager in post. A manager is required to register with us by law. 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 (Regulated Activity) Regulations 2014 about how
the serviceis run.

During our last inspection on 19 and 25 May 2016, we identified five breaches of the Health and Social Care
Act 2008 (Regulated Activities) Regulations 2014. These were in relation to; how risks were assessed and
managed, the management of people's medicines, the appropriate application of the Mental Capacity Act
2005, adult safeguarding procedures and staff training, how people's preferences were assessed and
recorded and the systems and processes in place to check on the quality and safety of the service. After the
inspection the provider sent us an action plan to tell us what action they would take to meet these breaches
in regulation.

During this inspection we checked to see whether improvements had been made. We found these breaches
in regulation had been met. Some further improvements were required in some areas and the provider was
taking action to address these areas.

Staff had received adult safeguarding training and had detailed information of the action required if they
needed to report a safeguarding concern. New documentation had been completed that showed risks
associated to people's needs had been assessed and reviewed.

Sufficient staff were available to provide care and support as required. Safe staff recruitment checks were
completed before staff commenced work. Improvements had been made to the management of medicines.
However, further improvements were required. This was in reference to staff medicine competency
assessments. The process of checking medicines received required two staff signatures but this was not
happening.

Staff had received training before they commenced employment; the provider monitored when their
refresher training was due and ensured this was completed as required.

New documentation had been complemented that showed consent had been sought about how care and
support was provided. A policy and procedure for the Mental Capacity Act 2005 (MCA) had been

implemented. Staff were clear about offering choices and respecting people's wishes. Staff required MCA
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training, action was being taken to address this.

People were supported by staff to eat and drink, needs and preferences had been assessed and support
plans introduced. New documentation had also been introduced that showed health needs had been
assessed, planned for and monitored.

Action had been taken by the provider to introduce new support plan documentation that had been
completed and reviewed with the involvement of the person using the service and their relative. This
provided staff with detailed information of support needs, routines and preferences. A service user guide
was available that provided information about what the service provided.

Feedback was received of how staff were kind, caring and respectful. Staff had good knowledge and
awareness of individual needs, routines and preferences. Independent advocacy service information was
not available but action was being taken to address this.

The provider's complaint procedure was shared with people. Improvements had been made to the systems

in place that monitored quality and safety. Positive feedback about the service was received and staff felt
well supported. The provider had met their regulatory requirements.

3 Axis Recruitment Limited Inspection report 06 April 2017



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 not consistently safe.

Improvements had been made to the management of medicines
but competency assessments of staff had not been completed.
Medicine records required two staff signatures to confirm
medicines received from the pharmacy were correct.

Staff had received safeguarding training and a policy and
procedure was available to support staff to ensure people were
protected from harm.

Risks had been assessed, planned for and reviewed.
Sufficient staff were available to provide care and support for

people who received personal care. Safe staff recruitment
procedures were in place.

Is the service effective?

The service was effective.

Staff had received training and were supported to complete
refresher training when due.

A policy and procedure and been implemented with regard to
the Mental Capacity Act 2005 (MCA). Staff had not received MCA

training but action was being taken to address this.

Nutritional needs had been assessed and planned for.

Appropriate support was provided and independence promoted.

Health needs had been assessed, planned for and were reviewed
and monitored.

Is the service caring?

The service was caring.

Positive feedback was received about the caring approach of
staff.
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People had been involved in the development and review of their
care and support needs.

People's privacy and dignity were respected. People's
preferences, likes and dislikes were known and understood by

staff.

Independent advocacy service information was not available but
action was being taken to address this.

Is the service responsive?

The service was responsive.

New documentation had been introduced that assessed and
recorded people's needs to support staff to provide personalised
care and support.

A complaint policy and procedure was available for people.

Is the service well-led?

The service was well-led.

Improvements had been made to the systems in place that
monitored safety and quality.

Positive feedback was received about the service provided and
staff felt well supported and that communication with the office

was good.

The provider was aware of their regulatory requirements.
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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.

The inspection took place on 14 March 2017 and was an announced inspection. The provider was given 48
hours' notice because the location provides a domiciliary care service. This was to give the provider an
opportunity to make members of the management team and staff available to talk to us.

The inspection team consisted of one inspector.

Before we visited we reviewed the information we held about the service including the last inspection
report. We also contacted the commissioners of the service to obtain their views and feedback about the
service.

On the day of the inspection we spoke with the registered manager and office manager and looked at the
care records of one person who received a care package. We also looked at written information, including

policy and procedures, staff training and recruitment.

After the inspection site visit we spoke with the relative of a person using the service, a senior care worker
who had overall day to day responsibility for the care package and three care workers.
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Requires Improvement @

Is the service safe?

Our findings

During our previous inspection on 19 and 25 May 2016 we identified a breach of Regulation 12 of the Health
and Social Care Act 2008 (Regulated Activities) Regulations 2014. This was in relation to how medicines were
administered and managed and how risks to people's health and safety had been assessed and planned for.

During this inspection we checked to see whether improvements had been made. We found this breach in
regulation had been met. Some further improvements were required with the management of medicines
which we discussed with the registered manager who agreed to take action.

A person's relative told us that they and the senior care worker, had overall responsibility for ensuring
medicines were managed appropriately. They said, "I have no concerns about how medicines are managed,
it's closely monitored and there has been no medicine errors, [name of relative] requires staff to prompt
them to take their medicines and this is done safely." They added that staff had access to detailed
information about their relative's prescribed medicines.

Staff confirmed what we were told. One staff member said, "We have written instructions to follow, I'm
confident medicines are managed safely." Staff also said they signed medication administration records
(MAR) to confirm that they had prompted the person with their medicines as required. They also said that
they did a stock check of medicines every time they provided assistance as an additional check to make sure
medicines were being managed safely.

Staff training certificates viewed confirmed staff had received training in the administration and
management of medicines. The provider's medicine policy and procedure had been reviewed and amended
since our last inspection and was found to include good practice guidance. We found MARs confirmed
prescribed medicines had been taken as required. We asked the registered manager if staff had received
observational competency assessments with regard to administering medicines. The registered manager
advised this had not been completed. We noted that handwritten entries on the MARs had not been signed
by two staff to identify that the medicines were as prescribed. These two issues were identified at our last
inspection. The registered manager said they would take action to address this. Whilst the registered
manager did not check MARs a senior care worker and relative confirmed that they did this.

A person's relative told us that they were confident risks were assessed and planned for and staff had
detailed information to support them to manage any risks. They said, "Staff have information about how to
respond to any risks, there are a number of different risk assessments in place such as mobility issues and
potential risks with behaviour."

Staff told us that they had detailed information about how they should manage known risks. One staff
member said, "I'm positive that we manage any risks, we have information available but can call the senior
at any time, they are fantastic and oversee everything, we also have the on call team and the contact details
of relatives who are very supportive."
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The registered manager said after our last inspection immediate action was taken to appropriately assess
any risks associated to people's health and wellbeing, including any risk factors with regard to the
environment to support staff. The registered manager said that there had been no incidents since our last
inspection but showed us the electronic system they would use to record any accidents or incidents should
they arise. The registered manager told us they would then review this information to ensure staff had taken
appropriate action to ensure the person's safety.

Care records confirmed appropriate action had been taken to assess, reduce and manage known risks. Risk
plans were in place that informed staff of the action required to support people to remain safe. This
included risks associated with mobility needs, behaviour and medicines.

During our previous inspection on 19 and 25 May 2016 we identified a breach of Regulation 13 of the Health
and Social Care Act 2008 (Regulated Activities) Regulations 2014. This was in relation to how people using
the service were protected from abuse. Staff had not received adult safeguarding training and the provider
did not have safeguarding policies and procedures in place.

During this inspection we checked to see whether improvements had been made. We found there had been
improvements and this breach in regulation had been met.

A relative told us that they were confident that their family member received a safe and effective service.
They had confidence that staff would take appropriate action to protect their relative from avoidable harm.

We found staff were aware of their role and responsibility in protecting people from harm. One staff member
said, "There is a detailed safeguarding support plan in place that gives details of action to take if there are
any concerns. We know to contact the senior or call the on call or office." The registered manager was aware
of their regulatory requirements and the action required of them if a safeguarding concern was reported to
them.

Staff training certificates viewed confirmed staff had received adult safeguarding training. The provider's
safeguarding policy and procedure had been reviewed and amended. A safeguarding support plan for a
person using the service had been developed. This reminded staff of their role and responsibility in how to
recognise abuse and what action was required if concerns were identified. Information included the relevant
local authority safeguarding team contact details responsible for investigating safeguarding concerns.

A person's relative told us that the provider ensured there were appropriate staff available to meet their
family member's needs. This relative said, "Staff are introduced before providing care unless emergency
cover has to be found but staff are always provided. There is a core group of staff that provide care; there is
the odd late call but no missed calls. Due to the shifts worked and lone working, it's really important staff get
regular days which the service ensures they do."

Staff told us of the shift pattern they worked to provide continuous care and support over a 24 hour period. A
staff member told us, "There is a group of staff that provide the main care, occasionally different staff
provide care if there is sickness to cover but there is always sufficient staff provided."

The registered manager showed us their electronic staff records that confirmed staff had completed
recruitment checks before they commenced work. The registered manager told us that no new staff had
been appointed since our last inspection. These records showed checks on staff suitability to carry out their
role before they commenced work were completed. This included checks to establish whether a potential
member of staff had a criminal record, whether they had sufficient references and proof of identity.
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Is the service effective?

Our findings

During our previous inspection on 19 and 25 May 2016 we identified a breach of Regulation 11 of the Health
and Social Care Act 2008 (Regulated Activities) Regulations 2014. This was in relation to how the principles of
the Mental Capacity Act 2005 were followed.

During this inspection we checked to see whether improvements had been made. We found there had been
improvements and this breach in regulation had been met.

Arelative told us that their family member had mental capacity to consent to their own care. They told us,
"They [family member] has some communication needs but they have the capacity to consent to their care."
A staff member said, "[Name of person's] support needs change depending on how they are but they are
independent in many areas and can direct their care, they have capacity to make decisions and tell us how
what they want to do and how to do it."

We saw documentation that confirmed the person using the service had given written consent to how their
care and support was provided.

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 interests and as least restrictive as
possible.

Since our last inspection a MCA policy and procedure had been implemented and was available for staff,
people who used the service and others. Records showed that staff had not received training in MCA. The
registered manager told us that they had believed this training was covered in safeguarding training. After
our inspection the registered manager confirmed staff had not received MCA training and that they would
take action to address this.

Arelative told us that their family member was introduced to staff before they provided care. They said the
only exception to this was if emergency cover had to be found. Staff told us about their induction. One staff
member said, "I was introduced to [name of person using the service] by the senior care worker. | also did a
two hour shadow shift and found out about the person's day to day activities, their morning and evening
medicines and how to administer them. Also, their food and how they like it prepared as well as other likes
and dislikes."

Staff told us that they had received training from their previous employer but when these were due for
renewal the registered manager arranged for them to receive refresher training. One staff member said, "All
my training was completed by my previous employer. However, Axis will update my training when it's due."
Another staff member told us, "I've received refresher moving and handling training with Axis, my other
training is still up to date." Another staff member gave an example of a refresher training course they were
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also booked on.

The registered manager showed us a training plan that had recorded training that staff were expected to
have completed. This included, health and safety, first aid, fire safety and food hygiene. This enabled the
registered manager to monitor when refresher training was due. Also recorded were appraisal discussions
with staff that were conducted six monthly. This was an opportunity for staff to review their performance
and discuss any training and development needs.

Care staff gave positive feedback about the support they received from the senior staff member and office
staff. Staff told us there was constant communication amongst each other, with the senior staff member,
relatives and the office staff and that they found this to be supportive. One staff member said, "There is
constant contact with the office who are really responsive and helpful. The on call support is also very good;
you never feel that you are left on your own."

Arelative told us that staff provided appropriate support in meeting their family member's needs with
regard to eating and drinking. Staff told us how they encouraged healthy eating and promoted
independence. One staff member told us, "[Name of person who uses the service], likes to cook their own
meals, we provide assistance and support to maintain safety but respect what the person wants to do. They
are able to tell us what their food preferences are."

Care records showed that consideration had been given to dietary and nutritional needs and it also stated
how the person wished to lose weight and how staff were required to support the person with their wishes.

Staff told us how they had information about health needs and the support required to maintain good
health. Care records provided information of the responsibilities of staff and relatives in providing support
with healthcare needs. Staff said that health needs were monitored and detailed daily records completed to
share with relatives and health professionals if required.
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Is the service caring?

Our findings

During our previous inspection on 19 and 25 May 2016 we identified a breach of Regulation 9 of the Health
and Social Care Act 2008 (Regulated Activities) Regulations 2014. This was in relation to how people's needs,
preferences and routines were recorded and met.

During this inspection we checked to see whether improvements had been made. We found there had been
improvements and this breach in regulation had been met.

Arelative told us that staff had a caring approach in how they supported their family member. They said that
a core group of staff provided care and support. They said, "It can be very intense for staff working alone and
for long hours but they do a good job." This relative also told us that staff had a good awareness of how their
family member liked to spend their time and staff supported them appropriately with chosen activities.

Staff told us that they were introduced to the person before they provided care and that if the person took a
dislike to them a change of staff was provided. One staff member said, "Axis try and match the person with
staff with the right attributes, this is important.” Staff told us they had detailed information about routines,
preferences and what was important to the person they supported. We found staff were knowledgeable
about the person they supported, they demonstrated they had a good understanding of their needs and
what was important to them. Staff also showed a caring and respectful attitude towards the person they
supported.

One staff member told us how they supported and promoted independence that was important to the
person who used the service. They said, "Independence is really important to [name of person]. We respect
this and ask 'do you want any help?', not take over or just assume we are to do everything." Another staff
member told us how the person's support needs could be variable dependent on their healthcare needs.
This told us that staff understood and respected how the person's health needs had impacted on their
independence and lifestyle.

The registered manager told us following our last inspection immediate action was taken to ensure staff had
detailed information to enable them to provide a service based on a person's individual needs and
preferences. At this inspection we found new support plan documentation had been introduced. This
provided staff with detailed information about a person's needs, preferences and how they wished to
receive their care and support. A relative confirmed that they and their family member, had been involved in
discussions and decisions about how care and support was to be provided.

We found information recorded in support plans to be written in a respectful manner that showed dignity,
privacy and independence had been considered and was reflected in the information provided to staff. The
provider's service user guide that informed people who used the service and others, what they could expect
the service to provide had been reviewed and updated. However, we noted independent advocacy service
information was not included should this support have been required. An advocate acts to speak up on
behalf of a person, who may need support to make their views and wishes known. The registered manager
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told us that they would source this information and add it to the service user guide.

A relative told us that staff were sensitive and respectful when providing their family member with personal
care, and understanding in how a change in health needs had impacted on their family member's lifestyle.

Staff gave examples of how they provided dignity, privacy and respect when providing care and support.

This included promoting independence and showing an understanding and sensitivity towards the person
they supported. Staff treated people's information confidentially and care records were stored securely.
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Is the service responsive?

Our findings

During our previous inspection on 19 and 25 May 2016 we identified a breach of Regulation 9 of the Health
and Social Care Act 2008 (Regulated Activities) Regulations 2014. This was in relation to how people's needs
were assessed and reviewed.

During this inspection we checked to see whether improvements had been made. We found there had been
improvements and this breach in regulation had been met.

Arelative told us that action had been taken by the service to review information about their family
member's needs and routines, and new documentation had been introduced to support staff. They said that
they and their relative had been involved in this, and that they were satisfied staff had sufficient and detailed
information to support them.

A relative said that they had provided the service with clear criteria of what skills, experience and attributes
staff should have. They told us, "On the whole the office staff do a really good job in matching the right staff
member to meet [name of family member]'s needs."

The registered manager told us that since out last inspection the person that used the service had been
visited twice to have their care package reviewed. They said that the senior care worker completed an initial
assessment and developed support plans with the involvement of the person and their relative. A second
review was completed by a compliance worker within the organisation. Records viewed confirmed what we
were told. The senior staff member also told us that they were in the process of further updating support
plans and information to ensure information was up to date and reflected the person's needs.

Staff told us how they provided care and support that was based on individual need and preferences. They
gave examples of how they supported a person with activities that they enjoyed and were important to
them. This included social opportunities and interests.

We found support plans provided staff with detailed information of what the person's needs were. This
included needs associated with their communication, mobility and equipment such as the use of a
wheelchair, pressure relieving mattress and cushion. Information also included the level of support required
with domestic and daily living tasks such as responding to correspondence. Also, the process in place to
support with managing finances.

The provider's complaint policy had been updated but we noted that details of the local government
ombudsman were not provided should this information have been required. The registered manager
immediately updated the complaints procedure to include this information. They told us that they had not
received any complaints since our last inspection but explained to us what the process was for receiving and
responding to complaints.
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Is the service well-led?

Our findings

During our previous inspection on 19 and 25 May 2016 we identified a breach of Regulation 17 of the Health
and Social Care Act 2008 (Regulated Activities) Regulations 2014. This was in relation to the systems and
processes in place that monitored the quality and safety of the service.

During this inspection we checked to see whether improvements had been made. We found there had been
improvements and this breach in regulation had been met.

The systems and processes in place to monitor the quality and safety of the service had been improved. For
example, new documentation had been developed and implemented that assessed and reviewed people's
needs. Risk assessments had been completed and reviewed to ensure they were up to date and reflective.
Feedback had been sought from the person who used the service and their relative. Records confirmed
there was regular contact between the office staff and person's relative who coordinated the care package.
Where action was required in response to discussions these had been met. An example of this was in
relation to changing staff when the person who used the service requested this. The provider had reviewed
their policies and procedures to ensure staff had clear guidance and support and people who used the
service were clear about what they could expect from the service.

Arelative told us that they were happy and satisfied with the service provided. They said, "[Name of office
staff] are very good, they meet the terms of agreement in ensuring there is always staff cover. Clear
documentation is kept, everything is transparent. Compared to other agencies Axis provides a good service.'

Staff were positive about the support they received from the office staff. This included good communication
and support. One staff member said, "The on-call is very good and supportive. | have regular contact with
the senior care worker and office. I've been asked to meet face to face for supervision meetings but due to
the distance | prefer to speak on the phone."

Staff were clear about the provider's vision and values and demonstrated this by explaining about their role
and responsabilities in supporting people to live in the community in their own home.

A whistleblowing policy was in place. A 'whistle-blower" is a person who exposes any kind of information or
activity that is deemed illegal, unethical, or not correct within an organisation. Staff told us they were aware
of this policy and procedure and that they would not hesitate to act on any concerns.

Aregistered manager was in post and they had taken action to make the required improvements to the
service. Conditions of the registration requirements were being met. The registered manager was supported
by an office manager and a senior care staff member that had day to day responsibility and oversight of the
care package provided.
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