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An announced inspection of Angels Recruitment Agency Ltd took place on 28 March 2017 from
10:00 to 14:30.

The inspection sought to assess progress with any issues raised during and since the last
inspection and to determine if the agency was delivering safe, effective and compassionate care
and if the service was well led.

Is care safe?

The agency's arrangements for ensuring that care is safe were examined during the inspection
and there were a number of areas for improvement identified. These related to recruitment
practices, the induction and training of staff and to the provision of staff supervision.

Is care effective?

The delivery of effective care was not consistently evidenced during the inspection and the
registered person'’s failure to maintain records in accordance with the regulation undermined
any assurances in relation to the effectiveness of the care provided.

Is care compassionate?

The provision of compassionate care was explored during the inspection and following the
inspection during a discussion with a service user. The agency has in place arrangements to
ensure that care is provided in a person centred manner and a service user commented
positively on their experience of receiving care and support from agency staff.

Is the service well led?

The registered person’s system for evaluating the quality of the services provided was found to
be inadequate and did not identify the areas for quality improvement that arose from the
inspection findings.

This inspection was underpinned by the Domiciliary Care Agencies Regulations (Northern
Ireland) 2007 and the Domiciliary Care Agencies Minimum Standards 2011.

| 11inspectionoutcome

Requirements Recommendations
6 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, Registered Person, as part of the inspection process. The timescales for
completion commence from the date of inspection.

Enforcement action resulted from the findings of this inspection.
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Other than those actions detailed in the QIP there were no further actions required to be taken
following the most recent inspection on 04 September 2015.

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

Person in charge of the service at the time | Date manager registered:
of inspection: Mr Daniel James Duddy 14 December 2015

Prior to inspection the following records were analysed

¢ Previous inspection report
+ Previous returned quality improvement plan
s Record of notifiable events for 2015/2016.

During the inspection the inspector met with the registered person and the agency's
administrator.

The following records were examined during the inspection:

Statement of Purpose
One care record
Recruitment policy

Child protection policy
Complaints policy
Training records
Training and development plan
Induction policy

Staff incduction records
Staff supervision policy
Staff duty rotas

Staff recruitment records
Adult safeguarding policy
Staff handbook
Whistleblowing policy.
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Angels Recruitment Agency Ltd is domiciliary care agency providing personal care services to
individuals residing in the Derry area. At the time of the inspection there were six staff providing
personal care services to one service user.

~

4.2 Review of requirements and"recommendation.  from th
dated 04 September 2015

. Validation of:

Last mspectlon statutory reqmrements compliance

_Reqmrement 1 | The registered person shall ensure that no

- | domiciliary care worker is supplied by the agency
Ref Regulatlon 13' | unless—
_ | (a) he is of integrity and good character,
Sta_ted: Fl_l‘St tlme _ .| (b) he has the experience and skills necessary for
i | 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 T
relation to him in respect of each of the matters Not Met
specified in Schedule 3. SRR

Action taken as confirmed during the
inspection:

The agency's recruitment records did not support
compliance with this regulation and there were no .
recruitment records available for two staff who had | -
been supplied to work with a service user.

Requirement2 (5) Where an agency is acting otherwise than as
e an employment agency, the registered person
Ref: Regulation 16 shall ensure that—

(5)(a) (a) a new domiciliary care worker (“the new
L - worker") is provided with appropriately structured
Stated: First time induction training lasting a minimum of three full

working days,

Action taken as confirmed during the _ Not Met
inspection:

The agency's induction records did not support
compliance with this regulation. Several staff
induction records had not been fully completed
and there were no records of induction for two

staff.
Requirement 3 17.—(1) Where an agency is acting otherwise than
: as an employment agency, the registered person
Ref: Regulation 17 shall prepare a staff handbook and provide a copy

to every member of staff.
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Stated: First fime

211 (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;

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

= (c) record keeping requirements;

1 {d) recruitment procedures; and

—

e) training and development requirements and

- | opportunities.

1+ Action taken as confirmed during the

< inspection:

4 The agency's staff handbook was examined and
| requires further development to include

- | information about record keeping requirements

- | and training and development requirements and
= opportunities.

Requirement 4.

ulation 16
-;- .| appropriate to the work he is to perform;

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

(a) receives training and appraisal which are

| Action taken as confirmed during the

| inspection:

| The agency's training records were examinad and
1 did not support compliance with this regulation.

1 Agency staff had not yet completed an annual

.| appraisal and the inspector was advised that the
| staff employed by the agency had not been in their | .
| positions for one year.

Stated: First time

1 (2) The registered person shall, if the Regulation
| and Improvement Authority so requests, provide
| the Regulation and Improvement Authority with
7| such information and documents as it may require
- in order to consider the financial viability of the

+1 agency, including—

(b) a certificate of insurance for the registered
.+1] provider in respect of liability which may be
1 incurred by him in relation to the agency in respect

of death, injury, public liability, damage or other

| loss.

.| Action taken as confirmed during the

.| inspection:

| The agency's certificate of employers’ liability
| insurance was submitted to RQHA following the
| previous inspection and was satisfactory.
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Last inspection recommendations -~

. Validation of

Recommendation 1

Ref: Standard 1.1

Stated: First time

The p'o'licy and procedures for staff recruit'men't

detail the recruitment process and comply with
legislative requirements and DHSSPS guidance.

Action taken as confirmed during the
inspection:

The agency's recruitment policy was examined
and was satisfactory.

- compliance

Recommendation 2

Ref: Standard .1

S't._at'_e"_c'l_: .Fir's;t 'ti:r.'ne_ .

Policies and procedures as identified in Appendix
1 are in place and in accordance with statutory

requirements. This recommendation refers to the
development of a policy on safeguarding children.

Action taken as confirmed during the
inspection:

A policy on safeguarding chiidren had been
developed since the previous inspection and was
noted to be satisfactory,

. Met

Re.co.m.me.n_daﬁOn 3.

Ref: Standard1 28 |

‘Stated: First time

There is a written training and development plan
that is kept under review and is updated at least
annually. It reflects the training needs of individual
staff and the aims and objectives of the agency.

Action taken as confirmed during the
inspection:

The agency's training and development plan was
examined and reflected a range of areas of
training that are considered to be ‘'mandatory’.

wot

_Reéo_mmenda_tio_n 4

Refz' Stan'd.ard 11.4 -

Stated: Firs{ 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:

The registered person’'s arrangements for
ensuring that staff are issued with a written
statement of main terms and conditions were
discussed and it was noted that not all staff had
received this. It was concerning to note that
documents reflecting staff terms and conditions
examined during the inspection were out of date
and did not reflect the nature of the service being
provided, i.e. domiciliary care.

Not Met
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Recomm .| The complaints procedure includes a step-by-step
L -1 guide to making a complaint, the timescales

| involved, an outline of the role and function of the
i Regulation and Quality Improvement Authority in

| dealing with complaints relating to the agency and

| contact details for the Authority.

Stated: First tim

Action taken as confirmed during the
| inspection:
| The agency’s complaints procedures had been
| further develaped since the previous inspection
1 and were satisfactory.

Recommendation 6 | The registered person monitors the quality of
S ) services in accordance with the agency’s written
Ref: Standard 8.11 | procedures and completes a monitoring report on
o a0 Tamonthly basis. This report summarises any
| views of service users and/or their
.| carers/representatives ascertained about the
~ 1 quality of the service provided, and any actions
| taken by the registered person or the registered
1 manager to ensure that the organisation is being
t managed in accordance with minimum standards.

Stated: First time

| Action taken as confirmed during the
| inspection:
The registered person's system for monitoring the
| quality of service provision was discussed during
the inspection and it was conceming to note that a
| monitoring report had not been completed since

| the service became registered.

The agency’s recruitment practices were examined and it was noted that six staff members are
supplied on a regular basis to work with the agency's only service user. The recruitment
records for the staff team were incomplete in so far as none of the contained a statement from
the registered person or registered manager confirming the physical and mental fitness of the
workers. Gaps in employment history were not explored in one member of staff's recruitment
process and there were no recruitment records available for two members of staff who had
been supplied to work with a service user.

Access NI checks at the enhanced level and appropriate references had been obtained
however for the four staff who were being supplied along with photographic identification and
confirmation of NISCC registration details.

The registered person's failure to ensure that all staff supplied to work with service users have
been assessed appropriately in terms of their suitability and fitness has the potential to place
service users at significant risk. The absence of an assurance that staff are physically and
mentally fit for the work they are to undertake compromises the safety of the staff member and

7
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the service user. The absence of any records of suitability or fitness of two members of staff is
very concerning and provides no assurance of their suitability.

In accordance with RQIA's Enforcement Policy and Procedures, the registered person was
advised of RQIA's intention to issue a failure to comply notice in relation to Regulation 13 of the
Domiciliary Care Agencies Regulations (Northern Ireland) 2007. At a meeting at RQIA offices
on 7 April 2017 the registered person provided satisfactory assurances in relation to the
recruitment records of two staff who had been supplied to work with a service user.

A failure to comply notice was not issued to the registered person however the agency's
recruitment practices will remain under review.

The registered person's arrangements for providing staff with an appropriate induction were
examined during the inspection and the agency's induction programme outlined a structured
induction lasting at least three days. The induction policy however referred to nursing staff,

rather than domiciliary care staff.

The staff induction records were examined and it was concerning to note that only one staff
member's full induction records were available, the remainder had either no induction record or
a record of a partially completed induction.

The absence of a structured three day induction has the potential to place service users and
staff at significant harm.

[n accordance with RQIA’s Enforcement Policy and Procedures, the registered person was
advised of RQIA's intention to issue a failure to comply notice in relation to Regulation 16 (5) of
the Domiciliary Care Agencies Regulations (Northern Ireland) 2007. At a meeting at RQIA
offices on 7 April 2017 the registered person acknowledged that staff had been supplied prior to
an appropriate induction being undertaken and a failure to comply notice was issued to the
registered person on 11 April 2017.

The agency's training and development plan and training records were examined during the
inspection. The agency does not have a system in place to assure the registered manager or
registered person that training in the mandatory areas has been obtained by all staff. The
agency's training policy identified the following areas as mandatory: first aid, manual handling,
safeguarding, infection control, fire safety, medication training, challenging behaviour. it was
concerning to note that several staff did not appear to have received training in adult
safeguarding or in manual handling and there were no training records available for examination
for two staff.

The absence of assurances relating to mandatory training is very concerning, particularly
regarding training in manual handling and adult safeguarding. This has the potential to place
service users and staff members at risk.

In accordance with RQIA's Enforcement Policy and Procedures, the registered person was
advised of RQIA's intention to issue a failure to comply notice in relation to Regulation 16 (2} (a)
of the Domiciliary Care Agencies Regulations (Northern Ireland) 2007. At a mesting at RQIA
offices on 07 April 2017 the registered person acknowledged that while the training records
were not available during the inspection, staff had received training in the mandatory areas.
Training records were presented {o RQIA during the meeting and updated training for all staff
had been scheduled to be completed on 8 April 2017.
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A failure to comply notice was not issued to the registered person however the agency's
recruitment practices will remain under review.

The agency’s arrangements for staff supervision were discussed and a satisfactory policy on
supervision was examined. It was noted however that records relating to supervision were not
being consistently maintained and several staff did not appear to have had supervision in
accordance with the frequency outlined in the agency's policy. The absence of appropriate
supervision of staff has the potential to place staff and service users at risk of harm.

Areas for improvement

There were several areas for improvement noted in relation to:

« Recruitment practices

s Staff induction

+ Staff training

o  Staff supervision.

| Number of requirements | 3 | Number of recommendations | 1 |

a

A range of records was examined during the inspection including a set of care records and
records pertaining to the supply of staff. The care records examined included needs and risk
assessments and records of evaluations and review of the care being provided. However, there
were several records examined that were not dated or signed and it was not possible to
determine which elements of the care plan had been discontinued.

It was concerning to note that the registered person has not maintained an alphabetical index of
staff (as required in Regulation 21, Schedule 4) and the records of staff supply were incomplete
and were not in good order. The duty rotas contained initials only and did not identify the times
that staff were allocated to the service user. The absence of well-maintained and accurate
records undermines any monitoring or quality assurance in relation to the appropriate supply of
staff. This has the potential to place service users at risk and to lead to errors or service
failures. These matters were discussed with the registered person at a meeting at RQIA offices
on 11 April 2017 and satisfactory assurances were provided in relation to the maintenance of
records.

Areas for improvement

There was one area for improvement identified and this relates to the agency’'s records.

| Number of requirements . | 1 | Number of recommendations - | 0 ]

The care records examined contained evidence of a person centred approach to meseting the
care and support needs of the service user. It was good to note that agency staff responded
flexibly to the needs and preferences of the service user. The inspector was advised that a
service user had consented to being contacted after the inspection by the inspector. The

9
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service user spoke very positively about the quality of care they receive from agency staff and
highlighted the flexibility of staffing and their good working relationship with staff.

The inspector also spoke with a HSC Trust member of staff who provided very positive
feedback in relation to the quality of services provided by the agency and in relation to the
person centred nature of care provision.

Areas for improvement

No areas for improvement were identified during the inspection.

| Number of requirements = = . [ 0 | Number of recommendations .| 0 |

{ 461s the service well led?

The inspector was advised that there is no system in place for evaluating the quality of services
provided by the agency other than a written return that is sent to the agency by the service user
on a monthly basis. Copies of these records were examined and reflected comments relating to
satisfaction with services provided. There was no system in place to ensure areas previously
identified by RQIA were being addressed or that recruitment practices, staff induction / training /
supervision or recording practices were being monitored.

The registered person's failure to put in place a system for evaluating and assessing the quality
of service provision has resulted in a range of regulatory breaches. Failure to identify poor
recording and recruitment practices and weaknesses in arrangements for staff to have an
adequate induction, training and supervision could result in poor outcomes for staff and service
users.

In accordance with RQIA’'s Enforcement Policy and Procedures, the registered person was
advised of RQIA’s intention to issue a failure to comply notice in relation to Regulation 23 of the
Domiciliary Care Agencies Regulations (Northern Ireland) 2007. At a meeting at RQIA offices
on 07 April 2017 the registered person acknowledged the absence of a robust system for
evaluating the quality of services provided and a failure to comply notice was issued to the
registered person on 11 April 2017.

Areas for improvement

There was one area for improvement identified and this relates to the registered person’s
arrangements for evaluating the quality of the services provided.

| Number of requirements | 1 | Number of recommendations | 0 |

(soquatyimprovementplan

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

10
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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 RQIA would apply standards current at the
time of that application.

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

| 5:2 Recommendations

This section outlines the recommended actions based on research, recognised sources and
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.

The QIP should be completed and detail the actions taken to meet the legislative requirements
and recommendations stated. The registered provider should confirm that these actions have
been completed and return the completed QIP to RQIA's office (non- paperlite) for assessment
by the inspector.

_ the registered pro
_ Ts expected that the

11
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}ﬂStatutory re.qulrements

- Requn‘eme ' The reglstered person shall ensure that no domtc;llary care worker is
: ; -1 supplied by the agency

“1unless—

-1 (a) he is of integrity and good character;

-1 (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
'f;:To. be.completed by is to perform; and ' :
'Immediate and. ongomg (d) full and satisfactory information is available in relation to him in
e | respect of each of the matters specified in Schedule 3.

| Ref .Regulatzon 13

Response by registered provider detailing the actions taken:
| Q @\{ Comple el o f%toplau:?\w&
4
U“Yﬁ s e

Cﬁ@i —p A b On gp
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1 (B) 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;

(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 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 actions taken:
3 QJQJ \nduet ol v QLD)QQ«Q‘
(Q,u\.d. WAa qf}/bﬁasﬁg .. B
Q OuvsenV 4 eosl es-oin N
‘QQ et e Wgar
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Requirement3

‘Stated: First 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:

A LﬁePr’ v~ lOcuage of cr.:ii:\"*:f o bovms ¥

£ - MoVt 5 {a‘u\ T b TS ke b~
(‘F:ﬁu}e.

C \j-:»ﬁ» .

Requirementd =

Ref: Regulation 17
‘Stated: Second fime

To be completed by:
20June2017

17.—(1) Where an agency is acting otherwise than as an employment

e 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 faken against
them;

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

i staff:

(c} record keeping requirements:

o (d) recruitment procedures; and

(e) training and development requirements and opportunities

o Response by registered provider detailing the actions taken:

m s ol w@cﬁ.@mt
jmgg Q,,x‘%{ua;i@ SY N e el she o
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1 (2) The registered person shall ensure that each employee of the

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

Response by registered provider detailing the actions taken:
S\&\E‘Q@JL%L O i '*“rQPP vatkeal

Ref: Regulation 23

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-—

1 (I) what services to offer to them, and
171 (ii) the manner in which such services are to be provided; and

-1 (c) has responded to recommendations made or requirements imposed
1 by the Regulation and Improvement Authority in relation to the agency
-1 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 aiso 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.

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

15
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| Response by registered provider detailing the actions taken:

QQ\,\%\A fo v ey %&‘@B hoq

YU Mosthly Morstotng W '

MMaVok-{? @@LVU o ~
MQ«“?:&‘:} Coat &5%@@“
Sms:bm&i 4 o s vt e .G 1A

vefo =0

Recommendations

;_Recommendatlon 1

:._'Ref Standa'rd.__ .3 3

5_'Stated Flrst tlme

7To be compieted by .

'Immedfate and ongo:ng

Staff have recorded formal supefvision rheetings in accordance with the

: procedures.

Res ponse by registered provider detailing the aétions taken:

1AW Sveiy ke o
u}:#% (SM(\—L'&‘?@—QSPQAQ_QJ

g;;w
lepr & P &l

<4
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Staff are issued with a written statement of main terms and conditions
prior to employment and no later than thirteen weeks after appoiniment.

Response by registered provider detailing the actions taken:

Ao rums / Conclohons

C/CMV ool Cﬁj & M-'Gigj b b
o \

‘Recommendation 3

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.

Response by registered provider detailing the actions taken:

ol O vatmancs ot WAoot WCj

%

%\/\&‘W - 7
Ugle 7 mMonlorsy Qt_f&%ﬂ:)‘
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