The Regulation and
Quality Improvement
Authority

Announced Enforcement Inspection Report
09 May 2017

Angels Recruitment Agency Ltd

Type of service: Domiciliary Care Agency
Address: 77 Creggan Road, Rosemount, Derry, BT48 9DA
Tel No: 07587454047
Inspector: Audrey Murphy

www.rgia.org.uk

Assurance, Challenge and Improvement in Health and Social Care



RQIA ID: 020113 Inspection {Dy; IN29235

[1.0 Summary _ )

An announced inspection of Angels Recruitment Agency Ltd toak place on 9 May 2017 from
10:30 to 12:30.

The focus of the inspection was to follow up on the matters identified during the previous
inspection and in particular, the agency’s compliance with Regulation 16 (5) (a) (b). The actions
required for compliance were outlined in the Failure to Comply Notice issued to the registered
person on 11 April 2017 (FTC/DCA/020113/2017-18/01). The date for compliance was 9 May
2017,

This inspection was underpinned by the Domiciliary Care Agencies Regulations {(Northern
Ireland) and the Domiciliary Care Agencies Minimum Standards, 2011.

-

1.1 Inspection outcome

Requirements Recommendations
5 3

Total number of requirements and
recommendations made at this inspection

Details of the Quality Improvement Plan (QIP) within this report were discussed with Mr Daniel
James Duddy, as part of the inspection process. The timescales for completion commenced
from the date of inspection.

Enforcement action resulted from the findings of this inspection.

L‘l .2 Actions/enforcement taken following the most recent inspection:

Other than those actions detailed in the QIP there were no further actions required to be taken
following the most recent inspection on 28 March 2017.

2.0 Service details

Registered organisation/registered Registered manager:
person: Mr John Martin Jackson
Angels Recruitment Agency Ltd/Mr Daniel
James Duddy

Person in chargé of the agency at the time lLDate maﬁége} régistered:
of inspection: 14 December 2015
Mr Daniel James Duddy
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[ 3.0 Methods/processes e e

Prior to inspection the following records were analysed:

+ The previous inspection report

s The Failure to Comply Notices issued to the registered person on 11 April 2017

« Records of any correspondence or contact with or about the agency since the previous
inspection.

During the inspection the inspector met with the registered person, a domiciliary care worker,
the agency's administrator and the registered manager.

The following records were examined during the inspection:

The agency's alphabetical index of staff
The staff duty rota

Staff induction records

A staff recruitment record.

4.0 The inspection

4.1 Review of requirements and recommendations fromithe iﬁqgtré@é[iiﬂh__égééiféﬂr' B
dated 28 March 2017 ] At

L = abia b

i

The most recent inspection of the agency was an announced care inspection. The report of
the inspection was issued to the registered person on 25 April 2017 and the completed QIP
was returned to RQIA on 31 May 2017.

Validation of

Last inspection statutory requirements compliance

Requirement 1 The registered person shall ensure that no
domiciliary care worker is supplied by the agency
Ref: Regulation 13 unless—

(a) he is of integrity and good character;

Stated: Second time | (b) he has the experience and skills necessary for
the work that he is to perform;

(c) he is physically and mentally fit for the purposes
of the work which he is to perform; and

(d) full and satisfactory information is available in
relation to him in respect of each of the matters Met
specified in Schedule 3.

Action taken as confirmed during the
inspection:

The recruitment record of one member of staff
supplied by the agency to work with a service user
was examined. The record was incomplete as it
did not contain references. Concerns relating to
recruitment practices had been identified during the

3
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previous inspection and were discussed with the
registered person at a meeting at RQIA offices on 7
April 2017. Full compliance with this regulation
could not be evidenced during this inspection.
However, at a meeting at RQIA offices on 24 May
2017, the registered person provided adequate
assurances that recruitment practices had been
underiaken in accordance with this regulation.

Requirement 2 (5) Where an agency is acting otherwise than as an
employment agency, the registerad person

Ref: Regulation 16 | shall ensure that—

(5) (a) (b) (a) a new domiciliary care worker (“the new

| worker”) is provided with appropriately structured

| Stated: Second time | induction training lasting a minimum of three full
working days; and

(b) during that induction training—

(i) the new worker is not supplied to a service user
unless accompanied by another

domiciliary care worker who is a suitably qualified
and competent person;

(i) a member of staff ("the staff member”’) who is
suitably qualified and experienced, is appointed to
supervise the new worker;

(iii) the staff member (or ancther suitably qualified
and competent person if the staff member is
unavailable) will always be available to be
consulted while the new worker is on duty; and

(iv) subject to the consent of the service user, the | Not Met
staff member makes arrangements to observe,

on at least one occasion, the new worker carrying
out his duties.

Action taken as confirmed during the
inspection:

The agency's induction records were examined
and discussed with the registered person and the
registered manager. It was disappointing to note
that some staff currently being supplied to work
with a service user had not underiaken a three day
structured induction pnor lo thelr supply These

prevuous |nspect|on on 28 March 2017 andwere
discussed with the registered person at a meeting
at RQIA offices on 07 April 2017.

Full compliance with this regulation could not be
evidenced during this inspection.

| S | PSRN
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Requirement 3 21.—(1) The registered person shall ensure that
the records specified in Schedule 4 are

Ref: Regulation 21 maintained, and that they are—

(a) kept up to date, in good order and in a secure
Stated: First time manner,;

(b) retained for a period of not less than eight years
beginning on the date of the last entry; and

(c) at all times available for inspection at the
agency premises by any person authorized by the
Regulation and Improvement Authority.

Action taken as confirmed during the
inspection:
A range of records was examined including the
records of staff supplied or available for supply, the
alphabetical index of staff and the staff induction
records. It was conceming to note that the records
requested were not being stored securely within
the agency's registered premises and that the
 registered person, registered manager, domiciliary
care worker and the agency’s administrator
retrieved these from their cars. The security and
confidentiality of staff and service users’
information was discussed with the registered
person.

The inspector was advised by the registered Not Met

person that the records of staff supplied up to and
including 07 May 2017 had been disposed of. The
inspector raised concerns that these records had
not been retained in accordance with the
regulations. The inspector examined the record of
staff supply for week commencing 08 May 2017;
this was found to be incomplete and on several
instances it was not possible to determine which
staff, if any, would be supplied to work with a
service user. The record of staff supply included
the first names only of some staff and a range of
initials of other staff. The record was cross
referenced with the alphabetical index of staff and it |
was noted that a set of initials on the record of staff |
supply did not correspond with the index. The
inspector requested clarification from the registered
manager and the registered person as to the
identity of this individual and was advised that they
didn't know who the individual was. The inspector
raised concems in relation to the safety of the
 service to be provided to a service user in light of
the absence of any knowledge of the identity of a
worker who was identified on the record of stalf
supply by initials only. The inspector sought

5
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in refation to the supply of staff to the service users
for the forthcoming week.

The agency’s index of staff did not include all of the
staff who were being supplied to work with a
service user. This was disappointing as these
matters had been discussed with the registered
persan during the previous inspection and during a
serious concems meeting at RQIA offices on 07
April 2017.

The agency's induction records were examined
and were noted to be incomplete.

Full compliance with this regulation could not be
evidenced during this inspection.

' Requirement 4
Ref: Regulation 17

Stated: Second time

17.—(1) Where an agency is acting otherwise than
as an employment agency, the registered person
shall prepare a staff handbook and provide a copy
to every member of staff.

(2) The handbook prepared in accordance with
paragraph (1) shall include a statement as to—
(a) the conduct expected of members of staff, and
disciplinary action which may be taken against
them;

{b) the role and responsibilities of domiciliary care
workers and other staff;

(c) record keeping requirements:

(d) recruitment procedures: and

(e) training and development requirements and
opportunities

Action taken as confirmed during the
inspection:

This area for quality improvement was not
examined during the inspection as the timescale for
compliance with this regulation had not yet passed.
Compliance with this regulation will be assessed at
a subsequent inspection.

Not Examined

Ref: Regulation 16
(2) (a)

| Reguitements |

employee of the agency—
(a) receives training and appraisal which are
appropriate to the work he is to perform;

Stated: Second time

Action taken as confirmed during the
inspection:

This area for quality improvement was not
examined during the inspection and the timescale
for compliance with this regulation had not yet

Not Examined

passed. Compliance with this regulation willbe |
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assessed at a subsequent inspection.

Requirement 6 23.—(1) The registered person shall establish and
maintain a system for evaluating the quality of the
Ref: Regulation 23 | services which the agency arranges to be provided.
(2) At the request of the Regulation and

Stated: First time Improvement Authority, the registered person shall
supply to it a report, based upon the system
referred to in paragraph (1), which describes the
extent

to which, in the reasonable opinion of the
registered person, the agency—

(a) arranges the provision of good quality services
for service users,

(b) takes the views of service users and their
representatives into account in deciding—

(i) what services to offer to them, and

(ii) the manner in which such services are to be
provided; and

(c) has responded to recommendations made or
requirements imposed by the Regulation and
Improvement Authority in relation to the agency
over the period specified in the request.

(3) The report referred to in paragraph (2) shall be
supplied to the Regulation and Improvement
Authority within one month of the receipt by the
agency of the request referred to in that paragraph,
and in the form and manner required by the
Regulation and Improvement Authority.

(4) The report shall also contain details of the
measures that the registered person considers it
necessary to take in order to improve the quality
and delivery of the services which the agency
arranges to be provided.

{5) The system referred to in paragraph (1) shall
provide for consultation with service users and
their representatives.

Not Examined

Action taken as confirmed during the
inspection:

This area for quality improvement was not
examined during the inspection and the timescale
for compliance with this regulation had not yet
passed. Compliance with this regulation will be
assessed at a subsequent inspection.
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Last inspection recommendations

ﬁecommendation 1
Ref: Standard 13.3

|' Stated: First time

Validation of
compliance

Staff have recorded formal supervision meetings in
accordance with the procedures.

Action taken as confirmed during the
inspection:

This area for quality improvement was not
examined during the inspeclion. Compliance with
this standard will be assessed at a subsequent
inspection.

Not Examined

|
=1

Recommendation 2
Ref: Standard 11.4

Stated: Second time

Staff are issued with a written statement of main
terms and conditions prior to employment and no
later than thirteen weeks after appointment.

Action taken as confirmed during the
inspection:

This area for quality improvement was not
examined during the inspection as the timescale for
compliance with this standard had not yet passed.
Compliance with this regulation will be assessed at
a subsequent inspection.

.

Not Examined

"Recommendation 3
Ref: Standard 8.11

Stated: Second time

The registered person monitars the qualiity of
services in accordance with the agency's writien
procedures and completes a monitoring report on a
monthly basis. This report summarises any views
of service users and/or their carers/representatives
ascertained about the quality of the service
provided, and any actions taken by the registered
person or the registered manager to ensure that
the organisation is being managed in accordance
with minimum slandards.

Action taken as confirmed during the
inspection:

This area for quality improvement was not
examined during the inspection as the timescale for
compliance with this standard had not yet passed.
Compliance with this regulation will be assessed at

Not Examined

n -

Lt g

4.3 Inspection Findings

|

In light of these inspection findings and the registered
towards compliance with regulations, RQIA considered
and effectiveness of the service provided by the agenc
failure to address these matters has undermined RQIA

carry on the domiciliary care agency.

person’s failure lo evidence progress

the impact of these failures on the safety
y. The registered person’s repeated

s confidence in his ability to effectively
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In accordance with RQIA's Enforcement Policy and Procedures, the registered person was
advised of RQIA's intention to issue a notice of proposal to cancel the registration of Angels
Recruitment Agency Ltd (020113). The registered person attended a meeting at RQIA offices
on 24 May 2017 and provided assurances that the areas for improvement had been addressed.
In light of this, RQIA did not issue the notice of proposal to cancel the registration of the agency.

At this meeting RQIA also discussed with the registered person the possibility of imposing
conditions on the registration of the agency. This action was subsequently initiated and is
ongoing.

The registered person’s failure to comply with Regulation 16 (5) (a) (b) was also discussed and

the registered person was advised that the date for compliance with this regulation, as outlined

in the failure to comply notice issued on 11 April 2017 (FTC/DCA/020113/2017-18/01) would be
extended to 11 July 2017.

| Number of requirements: | 5 | Number of recommendations: | 3 |

[ 5.0 Quality improvement plan

Any issues identified during this inspection are detailed in the QIP. Details of the QIP were
discussed with Mr Daniel James Duddy, Registered Person, as part of the inspection process.
The timescales commence from the date of inspection.

The registered provider/manager should note that failure to comply with regulations may lead to
further enforcement action including possible prosecution for offences. It is the responsibility of
the registered provider to ensure that all requirements and recommendations contained within
the QIP are addressed within the specified timescales.

Matters to be addressed as a result of this inspection are set in the context of the current
registration of the agency. The registration is not transferable so that in the event of any future
application to alter, extend or to sell the premises the RQIA would apply standards current at
the time of that application.

5.1 Statutory requirements _ J

This section outlines the actions which must be taken so that the registered provider meets
legislative requirements based on the Domiciliary Care Agencies Regulations (Northemn Ireland)
2007.

|
|

5.2 Recommendations |

This section outlines the recommended actions based on research, recognised sources and the
Domiciliary Care Agencies Minimum Standards, 2011. They promote current good practice and
if adopted by the registered provider/manager may enhance service, quality and delivery.
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[ 5.3 Actions taken by the registered provider ]

The QIP should be completed and detail the actions taken to meet the legistative requirements
and recommendations stated. The registered provider should confirm that these actions have

been completed and retum the completed QIP to RQIA's office (non- paperlite) for assessment
by the inspector.

r s

it should be noted that this inspection report should not be regarded as a comprehensive review of all strengths \

and areas for improvement that exist in the service. The findings reported on are thase which came to the!
attention of RQIA during the course of this inspection. The findings contained within|this repost do not exempt’
the registered provider frem their responsibility for malnlaining compliance with the regulations and 'standards: It
is expected that the requirements and recommendations outiined In this report will provide the registered

provider with the necessary information to assist them to fulfil their responsibilities and enhance practice within'
\hthe service,

/

10
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Quality Improvement Plan

Statutory requirements

Requirement 1

Ref: Regulation 16 (5)
(a) (b)

Stated: Second
time

To be completed by:
11 July 2017

(5) Where an agency is acting otherwise than as an employment
agency, the registered person

shall ensure that—

(a) a new domiciliary care worker (“the new worker”) is provided with
appropriately structured

induction training lasting a minimum of three full working days; and

(b) during that induction training—

(i) the new worker is not supplied to a service user unless accompanied
by another

domiciliary care worker who is a suitably qualified and competent
person;

(if) a member of staff {“the staff member”") who is suitably qualified and
experienced, is appointed to supervise the new worker;

(iii) the staff member (or another suitably qualified and competent
person if the staff member is unavailable) will always be available to be
consulted while the new worker is on duty; and

(iv) subject to the consent of the service user, the staff member makes
arrangements to observe,

on at least one occasion, the new worker carrying out his duties.

Response by registered provider detailing the actlons taken:

Ae A 3 pavy 'nNducTlod ProGearme UeDATED & .
Bal STAFE Mov MLCLLKOES N SERJICLS Sy PPLT OF SiAa o
W EvwpeeiEne TAFEF  ANCATES T [T iNOICTRE TO ALL MNE
& aFr- . ) .

‘T A‘me.ﬂg,g‘ oF sSTAFF DEesiaATEes T CoPLETE L DO
feoeeamme v Ned  GTRAFE .

v ComnSeni EaAmscs Foom SELIE NIELY AT €AcH
{raDyueToA) -

Requirement 2
Ref: Regulation 21
Stated: Second time

To be completed by:
Immediate and ongoing

21.—(1) The registered person shall ensure that the records specified in
Schedule 4 are

maintained, and that they are—

(a) kept up to date, in good order and in a secure manner;

(b) retained for a period of not less than eight years beginning on the
date of the last entry; and

(c) at all times available for inspection at the agency premises by any
person authorized by the Regulation and Improvement Authority.

Response by registered provider detailing the actions taken:
AnGELS RECLURMEWT AQEnxY OFFICE a8 Qeen

o To  EwSSE  DATA  AOTECT 1o fDUCY

Le sTneTute 0
AND | MPLEMEWIED

W o PLACE

1"
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Requirement 3
Ref: Regulation 17
Stated: Second time

To be completed by:
20 June 2017

17.—(1) Where an agency is acting otherwise than as an employment
agency, the registered person shall prepare a staff handbook and
provide a copy to every member of staff.

(2) The handbook prepared in accordance with paragraph (1) shall
include a statement as to—

(a) the conduct expected of members of staff, and disciplinary action
which may be taken against

them;

(b) the role and responsibilities of domiciliary care workers and other
staff;

(c) record keeping requirements;

(d) recruitment procedures; and

(e) training and development requirements and opportunities

Response by registered provider detailing the actions taken:
HAWD Repu. P OFTED T ANCLLaD€
QfE;D\.LPS‘to-r;S 1=r (Z.*EQU.\E’. MENTS

Requirement 4

Ref: Regulation 16 (2)
(a)

Stated: Second time

To be completed by:
20 June 2017

(2) The registered person shall ensure that each employee of the
agency—

(a) receives training and appraisal which are appropriate to the work he
is to perform;

Response by registered provider detailing the actions taken:
Apreasials  Too AW Saer WP DATED  AND

wWie G5 o«seou;\&
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Requirement 5
Ref: Regulation 23

Stated: First time

To be completed by:

06 June 2017

23.—(1) The registered person shall establish and maintain a system for
evaluating the quality of the services which the agency arranges to be
provided.

(2) At the request of the Regulation and Improvement Authority, the
registered person shall supply to it a report, based upon the system
referred to in paragraph (1), which describes the extent

to which, in the reasonable opinion of the registered person, the
agency—

(a) arranges the provision of good quality services for service users;

(b) takes the views of service users and their representatives into
account in deciding—

(i) what services to offer to them, and

(i) the manner in which such services are to be provided; and

{c) has responded to recommendations made or requirements imposed
by the Regulation and Improvement Authority in relation to the agency
over the period specified in the request.

(3) The report referred to in paragraph (2) shall be supplied to the
Regulation and Improvement Authority within one month of the receipt
by the agency of the request referred to in that paragraph, and in the
form and manner required by the Regulation and Improvement
Authority,

(4) The report shall also contain details of the measures that the
registered person considers it necessary to take in order to improve the
quality and delivery of the services which the agency arranges to be
provided.

(5) The system referred to in paragraph (1) shall provide for consultation
with service users and their representatives.

Response by registered provider detailing the actions taken:

lemea CompPLtico AWD AdraesrdLs Foo
LW SPecTan -

13




RQIA ID: 020113 Inspection ID: IN29235

Recommendations

Recommendation 1

Ref: Standard 13.3

| Stated: First time

' To be completed by:
Immediate and ongoing

The registered person should ensure that staff have recorded formal
supervision meetings in accordance with the procedures.

Response by registered provider detailing the actions taken:
SuPeedision) W (oNANWmE  AND ON Gein G-

| Recommendation 2
| Ref: Standard 11.4
Stated: Second time

To be completed by:
20 June 2017

The registered person should ensure that staff are issued with a written
statement of main terms and conditions prior to employment and no
later than thirteen weeks after appointment.

Response by registered provider detailing the actions taken:
Lre eS| oo imions Le ONTES AnD 1 NSeEcTen B,

G~ Sante APPLoVED .

SraFEf Cuucen  (oPlES’

| Recommendation 3
Ref: Standard 8.11
Stated: Second time

To be completed by:
06 June 2017

It is recommended that the registered person monitors the quality of
services in accordance with the agency’s written procedures and
completes a monitoring report on a monthly basis. This report
summarises any views of service users and/or their
carers/representatives ascertained about the quality of the service
provided, and any actions taken by the registered person or the
registered manager to ensure that the organisation is being managed in
accordance with minimum standards.

esponse by registered provider detalllng the actions taken:
Mo sTHLY Mo I ToLNE CondTNWES TAT  Nod Adewly
R LIS ES L.Q. 1.A. MouTotmde Fowm§ S€LE
AppLos BraT e

REGULATION AND QUALITY

- 4 JuL 0%

IMPROVEMENT AUTHORITY
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