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Summary of findings

Overall summary

Wiltshire Council Reablement Service (Chippenham Hub) is a domiciliary care agency that provides a
therapy led, reablement service to people in their own homes.

Not everyone who used the service received personal care. CQC only inspects where people receive personal
care. This is help with tasks related to personal hygiene and eating. Where they do we also consider any
wider social care provided.

People's experience of using this service and what we found

People received support over a period of six to eight weeks or less depending on their progress. During this
time, staff worked with people to regain their independence and confidence. This was particularly after an
illness orinjury.

People were fully assessed to ensure the service was suitable to meet their needs. Within the assessment
process, people were able to discuss their expectations of the service and their perceived goals. They were
also assessed for any equipment that might help them with their independence.

People were complimentary about the service they received. Their support had enabled them to regain skills
such as getting ready for their day and meal preparation. People generally found after their period of
support, they no longer needed any registered service.

Each person had a support plan, which detailed their needs. However, the information did not show the
stages of people's reablement journey. The registered manager told us there were plans to improve the
information to ensure it was more person centred.

Each person's progress and goals were discussed at a weekly meeting. This enabled any support to be
amended in a timely manner.

Staff had not always signed the medicine administration record to show they had supported a person to
take their medicines. The registered manager had identified this shortfall and had asked staff what
improvements were needed. The records were amended, and errors reduced. All other aspects of people's
medicines were safely managed.

People were consulted about their support and encouraged to give their views about the service. This was
within surveys or via telephone discussions. All written information was available within different formats

such as large font, braille or other languages.

People were supported to have maximum choice and control of their lives and staff supported them in the
least restrictive way possible and in their best interests; the policies and systems in the service supported
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this practice.

People were complimentary about the staff and their rights to privacy and dignity were promoted. There
was a very strong ethos of promoting independence and enabling people to reach their potential. This ethos
was adopted throughout the staff team

Staff were safely recruited and there were enough staff to support people. Staff received a range of training
to ensure they had the knowledge and skills to do their job. There were opportunities for career progression
and to complete professional qualifications. However, the registered manager recognised some training had
not been delivered in a timely manner due to the changing needs of the service. Further training had been
arranged to address this.

There was a clear management structure and staff were aware of their role and responsibilities. Regular
audits took place to assess the quality and safety of the service and there were overviews to identify

potential trends.

Reflective practice took place to improve service delivery. This was particularly apparent whilst the service
was developing and becoming established.

Rating at last inspection -
This service was registered with us on 30 August 2018 and this is the first inspection.

Why we inspected
This was a planned comprehensive inspection.

Follow up: We will monitor all intelligence about the service and complete another inspection in line with
this and our frequency of inspection guidance.

For more details, please see the full report which is on the CQC website at www.cqc.org.uk
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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? Good @

The service was safe.

Details are in our safe findings below.

Is the service effective? Good @

The service was effective.

Details are in our effective findings below.

Is the service caring? Good @

The service was caring,

Details are in our caring findings below.

Is the service responsive? Good @

The service was responsive.

Details are in our responsive findings below.

Is the service well-led? Good @

The service was well-led.

Details are in our well-led findings below.
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Detailed findings

Background to this inspection

The inspection

We carried out this inspection under Section 60 of the Health and Social Care Act 2008 (the Act) as part of
our regulatory functions. We checked whether the provider was meeting the legal requirements and
regulations associated with the Act. We looked at the overall quality of the service and provided a rating for
the service under the Care Act 2014.

Inspection team
The inspection was undertaken by one inspector and an expert by experience. An expert by experience is a
person who has personal experience of using or caring for someone who uses this type of care service.

Service and service type
Wiltshire Council Reablement Service (Chippenham Hub) is a domiciliary care agency that provides a

therapy led, reablement service to people in their own homes.

The service had a manager registered with the Care Quality Commission. This means that they and the
provider are legally responsible for how the service is run and for the quality and safety of the care provided.

Notice of inspection
This inspection was announced. We gave the service 48 hours' notice of the inspection visit to ensure the

registered manager would be available to assist with the inspection.

We visited the office location on 17 and 24 July 2019, to see the registered manager.
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What we did before the inspection

Before the inspection, we reviewed information we had received and held about the service. This included
statutory notifications sent to us about events and incidents that had occurred at the service. A notification
is information about important events which the service is required to send us by law.

We used the information the provider sent us in the provider information return. This is information
providers are required to send us with key information about their service, what they do well, and
improvements they plan to make. This information helps support our inspections.

During the inspection

We reviewed people's support plans and associated care records and information relating to the
management of the agency. This included areas such as quality auditing and staff recruitment, training and
supervision. To gain feedback about the service, we spoke with five people and four relatives on the
telephone. We spoke to four members of staff in the office, the registered manager and the head of service.

After the inspection

We contacted nine health and social care professionals for their feedback about the service. Four health and
social care professionals responded.
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Is the service safe?

Our findings
Safe - this means we looked for evidence that people were protected from abuse and avoidable harm.

This is the first inspection for this newly registered service. This key question has been rated Good. This
meant people were safe and protected from avoidable harm.

Using medicines safely

e Within the provider information return, the registered manager sent us before the inspection, it was
identified there had been errors with the completion of the medicine administration records. The registered
manager told us discussions had taken place with staff regarding how improvements could be made. As a
result, the records were reviewed and amended, to make them easier for staff to follow.

e Staff had received training in the safe management of medicines. However, their initial training had not
been arranged in a timely manner. Further training had since been completed.

e People had a medicine assessment in place. This showed the support the person needed, and any
potential risks involved.

e There was a list of each person's prescribed medicines including the full name, dose, quantity and
frequency of administration.

e Consideration was given to enabling people to manage their medicines independently. This included
looking at devices, which could be opened easily or were clearly marked to promote safety.

e People and their relatives were happy with the support they received with medicines. One relative told us,
"When the Reablement Service took over, my relative was interviewed and told them she could take her
medication, which she can but she needs prompting. When | discovered she wasn't taking her medication
due to memory problems, the Reablement adjusted their remit and are now checking she takes it."

Assessing risk, safety monitoring and management

e There was a positive approach to risk taking. People were encouraged to take assessed risks to enhance
their independence.

e Risks were initially identified and discussed within the assessment process. Records showed the action
that was taken to minimise risks if needed.

e People told us they were assessed to see if they would benefit from any equipment to enhance safety. One
person said, "They explained how to use [my walking frame] safely." Another person told us, "They told me
what to do with my walking frame. They'd say, 'Be careful'. They're very patient."

e People received a reliable service, which minimised risk. However, three people told us the times of their
support were variable. Such comments included, "Yes, they are reliable. There have been no missed visits
and only one late visit of about 5-10 minutes" and, "Timing is a problem. Today | was ready at 7.10 and they
came at 10.30. I'd like to know roughly when | can expect them." After the inspection, the registered
manager told us, people were informed at the beginning of their support that visits were not 'time specific'
or 'time limited.'

e Staff told us they were given items such as a phone, personal alarm and high visibility jackets to keep
themselves safe. They said there was a lone working policy, which they adhered to.
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Systems and processes to safeguard people from the risk of abuse

e Staff were clear of their responsibilities to identify and report potential abuse. They said they would inform
senior staff and make a safeguarding referral if they suspected abuse was taking place.

e Staff had completed training about keeping people safe. Senior staff had undertaken more in- depth
training, to reflect their responsibilities.

e The registered manager said the service had a good relationship with the local safeguarding team. This
enabled advice to be gained and scenarios to be discussed. A health and social care professional confirmed
this and said, "We do have conversations with the management side, who will speak to our team if they have
any concerns."

e People told us they felt safe whilst being supported. Specific comments were, "They are close by in case |
fall", "They always communicate well, to let me who they are" and, "Yes, he feels safe because they talk to
him, they are friendly and helpful."

Staffing and recruitment

e There were enough staff to support people. The registered manager told us the service was nearly fully
staffed with minimal staff vacancies.

e Staff told us there were enough of them to support people safely. They said they had time to spend with
people, without rushing.

e Appropriate recruitment checks were undertaken before a new member of staff was appointed to work at
the service.

Preventing and controlling infection

e People told us staff minimised the risk of cross infection. One person told us, "Yes, they are quite smart, in
uniform, always clean, always wearing gloves." A relative told us, "They all wear the same uniform. They
remember to put on covers for their shoes. They have their hair tied back."

e Infection control training formed part of the provider's mandatory staff training programme.

e Staff told us they had the required equipment to minimise the risk of infection. They said they carried
disposable gloves and aprons, paper towels and liquid soap, to use when required.

e |nfection control practice was assessed when undertaking observational checks of staff.

e The registered manager told us the service benefitted from a good relationship with Public Health
England. They said they had given infection control advice and supported with the development of a
person's support plan.

Learning lessons when things go wrong

e The registered manager told us reflective practice was a large part of their role. They said, "We often think,
does it work for staff? If not, we change it."

e Management told us a high level of reflective practice took place when the service was in its initial stages
of development. This included reviewing policies and procedures and the way in which work was allocated.
e Asenior manager and the registered manager told us themes and trends were analysed and lessons learnt
were disseminated to the staff team.
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Is the service effective?

Our findings

Effective - this means we looked for evidence that people's care, treatment and support achieved good
outcomes and promoted a good quality of life, based on best available evidence.

This is the first inspection for this newly registered service. This key question has been rated Good. This
meant people's outcomes were consistently good, and people's feedback confirmed this.

Ensuring consent to care and treatment in line with law and guidance

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.

e Assessments had been undertaken when there had been any doubt in a person's capacity. These were
detailed and showed the principles of the MCA had been understood and adhered to.

e People had signed to demonstrate their consent to receiving a service and how information about them
would be shared.

e Staff promoted decision making and had undertaken training in the MCA.

e People told us staff asked them for consent before supporting them with any care intervention. One
person told us, "They say, 'Are you happy for us to see to you today?"" A relative confirmed this and said,"
They daily ask for consent.”

e A health and social care professional told us staff were knowledgeable about the MCA and its
implementation. They told us, "The teams I met with had a range of experience and knowledge on this
subject matter. Staff engaged well in the workshop and demonstrated a growing ability to apply the law to
their work (depending on their role)."

Assessing people's needs and choices; delivering care in line with standards, guidance and the law

e There was a clear referral service and people were fully assessed before being offered support. This was to
ensure they were suitable to receive a reablement service, whilst also ensuring their needs could be
effectively met.

e Occupational therapists, and a senior member of the staff team, completed people's initial assessments.
This enabled specialist advice or any equipment to be provided in a timely manner.

e People and their relatives told us an assessment was undertaken before they were offered a service. One
person said, "We discussed our problems and how to use different [equipment]." A relative told us, "There
was a visit before staff came out. It was quite thorough."

e The registered manager and staff told us people were further assessed on a weekly basis. This enabled
amendments to support to be made as required.

Staff support: induction, training, skills and experience
e The provider had a comprehensive training programme. The registered manager told us there was also an

additional training programme, specifically related to the reablement service.
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e Staff told us the training opportunities available to them were good. However, due to the changing nature
of the service, one member of staff told us training had not always been delivered when needed. The
registered manager recognised this and said more training was being organised. This included training in
catheter and stoma care, and experiential learning about living with dementia.

e New staff undertook a nationally recognised induction programme and worked with more experienced
members of staff, before supporting people on their own.

e Staff were encouraged to undertake professional qualifications and there were opportunities for career
progression.

e People and their relatives told us staff were well trained. Specific comments were, "Staff are kind and
resourceful. They are efficient and cheerful", "They are very kind and helpful. All are aware of his needs" and,
"They are very well trained. They follow the same pathways [of my support.]"

e The registered manager told us it was important for staff to feel well supported and valued. To enable this,
there were staff meetings and regular one-to-one meetings with their line manager. Staff were encouraged
to spend time together informally in the office, and there was a counselling service if required.

Supporting people to eat and drink enough to maintain a balanced diet

e Information within people's support plans showed if they needed support to prepare their meals.

e Staff told us they supported people to regain their independence with meal preparation and making
drinks. One member of staff said, "It might be that someone starts off with putting a teabagin a cup and as
their confidence grows they do more and more."

e Arelative told us, "The service gave [family member] her confidence back to cooking meals for herself."

Staff working with other agencies and healthcare services to provide consistent, effective, timely care and
access to healthcare support

e The registered manager told us people were supported by health care professionals within the team. This
included occupational therapists and senior health care practitioners. Other professionals such as GPs and
community nurses were involved according to people's needs.

e People told us they were supported by health and social care professionals when required. One person
said, "It's mainly nurses [l see.] [Staff] know my doctor and would put you in touch." A relative told us, "I
struggled to get help but through the reablement service I've had lots of support since [my family member]
left hospital. They had a fall, but we've been guided through things since."
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Is the service caring?

Our findings

Caring - this means we looked for evidence that the service involved people and treated them with
compassion, kindness, dignity and respect

This is the first inspection for this newly registered service. This key question has been rated Good. This
meant people were supported and treated with dignity and respect; and involved as partners in their care.

Ensuring people are well treated and supported; respecting equality and diversity

e The registered manager told us they had strict criteria, when appointing new staff. They said there was a
thorough interview with a strong emphasis on attitude and manner. This meant only those who were fully
suitable for their role would be recruited. The registered manager told us this ensured a good standard of
support would be delivered.

® Treating people well and respecting individuality was discussed initially during staff's induction and
during other training courses. There were equality and diversity sessions, and these were being developed to
incorporate more detail about protected characteristics.

e The attitude of staff and the way they interacted with people, were considered during observational visits
of staff.

e People contributed to a 'pen profile' if they wanted to. This gave staff information about the person's
earlier life, things of importance, and their preferences. This included what the person liked to be called and
the gender of staff supporting them. One person told us, "They use my Christian name, that's my preferred
name."

e People and their relatives were complimentary about the staff. Specific comments included, "I am very
impressed how patient, kind and caring they are", "They're like family. I know each one" and "They take their
time. They're always so pleasant. | look forward to seeing them."

Supporting people to express their views and be involved in making decisions about their care

e People were encouraged to discuss their goals and how they would like to achieve them.

e Staff told us people were always encouraged to make decisions and direct their support.

e Information showed people had been involved in the development of their support plan. One person
confirmed this. A relative told us, "We talked about the care she needed, like a grab handle and support to
get out of bed."

e The registered manager told us one person had requested their support plan be amended to ensure their
religious needs received greater focus. The timings of another person's support had been changed to enable
them uninterrupted time to pray.

Respecting and promoting people's privacy, dignity and independence

e Independence and people's goals were detailed within people's support plans.

e Staff were knowledgeable when talking to us about people's rights. They said independence was at the
centre of their work.

e People and their relatives told us their rights to privacy, dignity and independence were respected. One

11 Wiltshire Council Reablement Service (Chippenham Hub) Inspection report 29 August 2019



person told us, "They always knock. The new one introduced herself." A relative said, "They are always
respectful. They cover him up."
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Is the service responsive?

Our findings
Responsive - this means we looked for evidence that the service met people's needs.

This is the first inspection for this newly registered service. This key question has been rated Good. This
meant people's needs were met through good organisation and delivery.

Planning personalised care to meet people's needs, preferences, interests and give them choice and control

e People were offered a service for a period of six to eight weeks or less depending on their progress. During
this time, people were supported to increase their independence, through regaining or learning new skills.
e Fach person had a support plan, which showed the goals they wanted to achieve. However, the
information did not show at what stage, the person was on their reablement journey. The registered
manager told us people's support plans were in the process of being developed to ensure they were more
person centred. They said people's abilities would be considered within this review.

e Fach person's progress was discussed within weekly meetings. Whilst discussions were documented
within the minutes of the meetings, the information was not included in people's support plans. By the end
of the inspection, a section for this had been developed within the support plan format.

e Staff told us they were creative with ways people's independence could be promoted. One member of
staff told us, "One lady was struggling with her zips, so | suggested she pulled her skirt round the front, so it
was easier to do."

e People and their relatives were complimentary about the service provided. One person said, "They
encourage me to do things myself; if it's difficult they help me." A relative said, "It's a really good team, very
mature people providing an excellent service."

Meeting people's communication needs

Since 2016 onwards all organisations that provide publicly funded adult social care are legally required to
follow the Accessible Information Standard (AIS). The standard was introduced to make sure people are
given information in a way they can understand. The standard applies to all people with a disability,
impairment or sensory loss and in some circumstances to their carers.

® The registered manager told us documentation would be made available in any format that was required
to meet a person's needs. This included large print, a pictorial format and braille. The provider had a
translation service, so documentation could be translated into a different language if needed. One person
told us, "There is a feedback form with smiley faces in the wallet."

e Management told us they had good links with the Hearing and Vision team. They said a Sensory Specialist
visited the service as part of Deaf Blind Awareness Week 2019. The registered manager told us these links
had enabled advice and support to be gained as required.

End of life care and support

e The service did not support people who were nearing the end of their life, unless there was a reablement
need.

® The registered manager told us end of life training for staff was in the process of being developed.
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Supporting people to develop and maintain relationships to avoid social isolation; support to follow
interests and to take partin activities that are socially and culturally relevant to them

e There was a Community Engagement Manager to coordinate activities that benefitted people and others
within the community.

e Community and fundraising events, such as the "Big Get Together" were arranged to bring people
together.

e The registered manager told us social isolation was an area the service was going to look at in more detail.
They told us, "It's no good enabling people to get dressed and ready, if they've not got anywhere to go or
anything to do."

Improving care quality in response to complaints or concerns

e People and their relatives knew how to raise a concern or make a formal complaint. One person told us,
"I'd call the office, but there's nothing to worry about." A relative said, "l would refer back to the service."

e Staff were confident any concerns would be taken seriously and appropriately managed.

® People were given a copy of the complaint procedure when they first started using the service.

® The registered manager told us they would offer to meet with anyone who raised a concern.

e Records showed a thorough investigation had been undertaken in response to a recent complaint. The
information covered all points raised and was written in a sensitive manner.
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Is the service well-led?

Our findings

Well-Led - this means we looked for evidence that service leadership, management and governance assured
high-quality, person-centred care; supported learning and innovation; and promoted an open, fair culture.

This is the first inspection for this newly registered service. This key question has been rated Good. This
meant the service was consistently managed and well-led. Leaders and the culture they created promoted
high-quality, person-centred care.

Managers and staff being clear about their roles, and understanding quality performance, risks and
regulatory requirements

® The registered manager was clear of their responsibilities and there was a clear management structure.
Other departments within the organisation such as human resources and finance supported the
management team.

e Ateam leader post had recently been introduced as it had been identified a further tier of management
would be beneficial to support the senior team and registered manager.

e All staff had job descriptions, and their role and performance were discussed during one-to-one meetings
with their line manager. The registered manager told us they had a responsibility to ensure staff had the
tools to do their job, "as best as they could."

e A health and social care professional told us, "Staff willingly shared their experiences of working with
customers and from that information | formed the opinion that they had a good understanding of their
duties and were well supported. They were clear of their role and who to refer any concerns to."

e Records showed observational visits to monitor staff's practice were undertaken.

e Audits were undertaken, and records showed various overviews to identify potential trends. These were
discussed within leadership meetings and monthly quality and governance meetings.

Promoting a positive culture that is person-centred, open, inclusive and empowering, which achieves good
outcomes for people

e There was a strong ethos of promoting independence and enabling people to reach their potential. This
ethos was adopted throughout the staff team.

e The registered manager and staff told us there had been many "success stories". They gave examples of
people regaining skills and confidence, and no longer needing any support. Four people had been able to
leave care homes and be supported in their own homes.

e People told us the service enabled them to meet their potential. One person told us, "They got me on my
feet again. That's what we both wanted, and they got me there." A relative told us, "Without the Reablement,
she wouldn't be in a position she is now. When she came out of hospital after having fallen, she could hardly
walk."

e Health and social care professionals gave us positive feedback about the service. This included, "The
Reablement Team is well led with good communications around referrals and transfers of care." Another
health and social care professional told us, "The feedback that I have had from the majority of the
customers | have visited, has been positive. In my opinion the service has been a success so far."
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Planning and promoting person-centred, high-quality care and support

with openness; and how the provider understands and acts on their duty of candour responsibility

e The registered manager told us they promoted an "open, no blame culture", based on learning and
development. They said they wanted people and the staff team to be honest and raise any concerns or
suggestions they had. One health and social care professional told us, "They appear open and transparent
in terms of candour.”

e Staff confirmed the registered manager had an "open approach” and would give them time if required.
They said the registered manager was "approachable", "knowledgeable" and, "listened well".

® There were positive comments about the management of the service. Specific comments were, "It's
excellent, no complaints" and, "The Reablement Team is well led with good communications around
referrals and transfers of care."

e Staff told us they enjoyed working for the agency and would recommend the service to a family member, if
they needed such support. They said they liked to see the progress people made, knowing they had made
some difference.

Engaging and involving people using the service, the public and staff, fully considering their equality
characteristics

e Fach person was given a survey, to complete at their leisure. The registered manager told us they reviewed
the content of all surveys and addressed any suggestions or concerns.

e People told us they were encouraged to give their views about the service. Specific comments included,
"There's a questionnaire in the booklet. I'll complete it and send it back", and "The person from the office
called me twice."

e People were fully consulted about their progress and whether they no longer needed the service.

e The registered manager told us a newsletter was in the process of being developed. They said this would
include outstanding pieces of work undertaken by staff, as well as relevant updates of information.

e Creative ideas were being used to enhance the profile of the service. This included using social media and
visiting local schools to increase staff recruitment potential, as well as promoting careers in care.

Continuous learning and improving care

e The registered manager said the service was relatively new, so there was "on-going" reviewing of practice.
This had included developing the "customer's handbook" and recognising more advanced staff training was
needed in certain areas.

® There was regular consultation with staff about how things could be done better. This included the
development of the medicine administration records. The registered manager told us, "We need to know
what we have right, and where there are areas for improvement."

e The registered manager told us they kept themselves up to date with best practice and developed their
management skills. They told us they were currently undertaking a management and leadership course.

Working in partnership with others

e The registered manager told us they had developed established links with other services, both within
Wiltshire Council and externally. This included community teams and learning and development forums.
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