Annual service review

sName of Serwce- ~ | Care By Us Limited

The quailty ratmg for thls serwce |s % 2 star gooq service
The rating was madeon: do f2 fo o [2 fo Jo js

A quality rating Is our assessment of how well a care home, agency or scheme is
meeting the needs of the people who use it. We give a quality rating following a full
review of the service. We call this review a ‘key’ inspection. :

We do an annual service review when there has been no key inspection of the service in
the last 12 months. It does not involve a visit to the service but is a summary of new
information given to us, or collected by us, since the last key inspection or annual
service review,
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*Has thls annual serwce review changed our opxmon of the serwce'? :No é

You should read the last key inspection report for this service to get a full picture
of how well outcomes for the people using the service are being met,
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Informatlon about the semce

Address of service: 8 Millars Three,
' : 1 Southmill Road,
Bishops Stortford,
Herts,

- . CM23 3DH - R S - . - e e et i e A St 28 b T, .
Te’ephone ”Umbef s -01279 755875
Fax number | ‘01279 755903

Emall address colln horne@carebvus com )

Provnder web address Ewww carebvus com
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Name Of reglstefed meder(s) W,%_F?are, B_Y_.‘U%,«_,Ltd e
Name of reg;stered manager (;f apphcable) éA“?_c_’_n,ﬂ?.”]‘?_,. -
Condttlons of reglstration ;‘
'H.a.ve‘ fhere been 'ans}' Ch-angeem tne ewnership, management or the : %No
service’ 's registration detalts in the last 12 months? - RN B

| If yes, what have they been: | 1 - -
Date oflast key inspections o 12 fo [o 2 Jo Jo I8
Date of iast annual servace revaew (nc apphcable) § § ) % B 2 ' E B % )

Brlef descrlptlon of the servace N |

Care By Us Ltd operates wethin and beyond Hertfordshlre and offers domldhary care servaces
including personal care and associated domestic services to both private clients and those referred
by local authority social setvices. The agency provides both hourly and live-in care and currently
gives a service to about one hundred and fifty people. At the time of the last key inspection fees
for care and support provided by Care by Us ranged from £10.42 for 3/4hr weekdays to £900 per
- week live in care depending on the level of support provided.
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The agency’s office is located on the first floor of a business complex in Bishops Stortford.
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Service update since the last key inspection or annual service review:

 What did we do for this annual service review?
We looked at all the information that we have received, or asked for, since the last key
inspection.

i This included:

« The annual quality assurance assessment (AQAA) that was sent to us by the
- service. The AQAA is a self-assessment that focuses on how well outcomes are
being met for people using the service. It also gave us some numerical
information about the service.

« Information we have about how the service has managed any complaints.

« What the service has told us about anything that has happened in the service,
these are called notifications and are a legal requirement.

- The previous key Inspection.
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‘What has this told us abo
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t the service? &
The agency sent us their annual quality assurance assessment (AQAA) when we asked
for it. The service used this to provide information about what they do well and
supported this with evidence to show that they do it well. We looked at the information
in the AQAA and our judgement is that the home is still providing a good service and
 that they know what further improvements they need to make,

H

' The service has demonstrated a commitment to on-going development by identifying
 areas that could be further improved. The AQAA asks services to outline *... plans for

L improvement in the next 12 months’. The service has described some specific areas
for improvement, for example under Organisation and Running of the Business, to get
: the quality assurance system running properly. The agency has recruited a Customer
 Care Manager specifically to develop the quality assurance system, and the AQAA
stated that they believe that they are better structured to deliver the full
implementation of their QA system this year. The Customer Care Manager will also
develop a Call Monitoring system to ensure that care is provided at the agreed times.

‘ There are plans to introduce a Rapid Response team to meet emergency care requests.

The agency takes the duty of safeguarding their clients seriously, and in the last 12
months they have developed a specialised SOVA (Safeguarding of Vulnerable Adults)
‘module as a part of the induction training. They have also have moved most of the
necessary handling of clients” money functions (shopping, taxis, hairdressers etc) from
the service setting to the office, so that carers have less contact with client money.

The service reports that in the twelve months prior to 18" June 2009, 12 complaints
were received from people who use the service and their relatives, of which 11 were
upheld, and actions were taken as a result. Whilst the detall of these will be inspected
' at the next key inspection, this supports the approach described at the last key
tinspection where comments we received from people using the service included ™1
‘never had a problem that didn’t get sorted”, “They keep me fully informed shouid any
problem arise and are always available for a discussion and, if relevant, a compromise”
and “We have not had any concerns”. The agency informed us of one complaint that
they received, and they are currently investigating a complaint from the relative of a
service user that the Commisslon referred to them.

The agency works well with us and have shown us that their service continuesto
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We can rnspect Care By Us at any tlme rf we have concerns about the care we[fare or
safety of people who use the service. There is currently nothing to indicate that an
inspection is required in the immediate future, We are not going to change our inspection
plan, and will do a key inspection by 1% September 2010, unless information is received that
suggests an earlier one is necessary.

As with all care services, information will continue to be gathered over the intervening
period. Care By Us’ performance will be subject to a process of continual assessment
and evaluation in the light of any information recerved with appropriate regulatory !
action being taken as indicated.
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Reader Informatlon

Document Purpose
Author |

Audlence

Telephone: 03000 616161

Email: enquiries@cqc.org.uk

Web:www.cqc.org.uk
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Further cop;es from |
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General Publlc

03000 616161 (natronal contact: cent Y |

We want people to b'e able to access this information. If you would like a copy of the
findings In a different format or language please contact our helpline or go to our

website.

Copyright © (2009) Care Quality Commission (CQC). This publication may be reproduced in whole or
in part, free of charge, in any format or medium provided that it is not used for commercial gain.
This consent Is subject to the material being reproduced accurately and on proviso that it is not used
in a derogatory manner or misleading context. The material shouid be acknowledged as CQC
copyright, with the title and date of publication of the document specified.
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