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About Greenhill
Type of care provided Care Home Service

Adults Without Nursing
Registered Provider Shaw healthcare (Cambria) Limited

Registered places 22

Language of the service English

Previous Care Inspectorate Wales 
inspection

 First inspection since re-registration of the service to 
reflect new provider name. 

Does this service promote Welsh 
language and culture?

This service is working towards providing an 'Active 
Offer' of the Welsh language and demonstrates a 
significant effort to promoting the use of the Welsh 
language and culture.

Summary

People tell us they are happy with the care and support they receive at Greenhill. Care staff 
are kind and respectful. They show a genuine interest in getting to know people so they can 
support them to do things which are important to them. The activities programme is varied, 
and people are supported to pursue their own interests both in the service and the local 
community. People and their family/representative have opportunities to contribute to the 
day to day running of the home.

People are involved in planning and reviewing their care and support needs. Personal plans 
are detailed so care staff know how people want to be supported. Care staff are recruited, 
trained, and supported well so they have the knowledge and skills needed to meet peoples 
care needs.

The responsible individual has good oversight of the service. Reports are produced 
following regular audits of the service and show what is working well and what needs 
improving. People feel the management listen to them and are responsive to issues raised 
with them. 



Well-being 

People have choice and control over their day-to-day life. They choose when they get up 
and when they go to bed and where they spend their time during the day. They are offered 
food choices and can decide if they want to join in activities on offer to them. People are 
involved in planning and reviewing their care and support needs. They have opportunities to 
attend regular resident meetings so they can contribute ideas and give their views on the 
service. Information about what they can expect from the service is available in the 
Statement of Purpose and guide to the service. Both documents are available in Welsh for 
people who want it. 

People are supported to manage their physical and emotional well-being. Relationships 
with family members and active involvement in the community is encouraged to promote 
people’s well-being. Care staff ask people what is important to them and try to tailor 
activities to suit individual preferences. Group activities help to encourage social interaction 
and support friendships to develop. Care staff contact health and social care professionals 
promptly when needed. Care plans and risk assessments are detailed for staff to follow to 
make sure the needs of people are met. 

People are protected from abuse and neglect. Care staff are appropriately recruited, 
trained, and supported to make sure people are kept as safe as possible. They are aware 
of the process to follow if they are concerned about a person’s well-being. Risk 
assessments are clear for them to follow showing measures to be taken to keep people 
safe. Policies and procedures are in place to guide staff. 

People live in accommodation which suits their needs. Bedrooms are personalised. 
Signage is in Welsh and English to help people find their way around the home. There is a 
system in place to make sure all relevant maintenance checks are in place and equipment 
is in good working order. 



Care and Support 

People tell us they are happy living at Greenhill. Comments include “it’s a lovely place” and 
“everyone is very nice here”.  We saw visitors welcomed into the service throughout the 
day. Some people go out with family members, others enjoy visits in the home. Care staff 
encourage community and family involvement. A knitting club has been set up and 
advertised in the service and the community to help encourage local people to be involved. 
There is a wide range of activities available for people to join in. Care staff work hard to get 
to know people and speak of the importance of supporting people to continue to do things 
important to them for example knitting, playing the piano and artwork. People are offered 
choices of food and drinks. Menus are displayed daily. People are offered an alternative if 
they do not like what is on the menu. Food options are discussed at the resident’s meetings 
so people can say if there is anything different, they would like. 

People are consulted and involved in planning and reviewing their care and support needs. 
Personal plans are detailed and include comments from people about how they want their 
needs met. Risk management plans show how an identified risk should be managed. Care 
staff are confident in using the handheld devices linked to the electronic care planning 
system. These allow them to see any essential information about people and changes to 
their needs are shared quickly within the team. Our discussions with care staff show they 
know what is important to people and try their best to make sure people receive care as 
they want it. 

People are supported to remain as healthy as possible. Health and social care 
professionals are contacted in a timely way if people’s care and support needs change. 
Medication is managed well. Care staff have training and their competency to administer 
medication is assessed regularly. The management carry out regular medication audits so 
any errors can be identified and rectified quickly. 

People are supported to remain as safe as possible. Care staff are aware of their 
responsibilities to keep people safe. They know how to report any concerns about a 
person’s well-being. Policies are in place to guide staff in matters relating to safeguarding. 
They have training to make sure they have the skills and knowledge to meet the needs of 
people they support. 



Environment 

People live in accommodation to suit their needs. Bedrooms are personalised with items 
important to them. They are encouraged to bring in furniture and personal belongings to 
help them feel settled and comfortable. People we spoke with told us they have all they 
need in their bedrooms to be comfortable. There is an ongoing programme of 
refurbishment. New curtains are on order for the corridors. The manager told us of plans in 
place to make a separate café area for people to enjoy with other people living in the 
service or their families. 

During our visit, the service was clean and tidy. Infection prevention and control measures 
are in place. Care staff have training on how to use personal protective equipment and 
policies are in place to guide their practice. Domestic staff told us they have all the cleaning 
products they need to promote good hygiene. Regular audits of infection prevention and 
control take place so issues can be identified and rectified quickly. 

Systems are in place to ensure health and safety is maintained. Entrance to the home is by 
authorised personnel only. All visitors are asked to sign in when they arrive and when 
leaving. This is so the management and care staff know who is in the building at any time. 
Regular checks of areas including the fire safety equipment are carried out as well as 
equipment checks to make sure it is safe for people to use. Any issues identified are quickly 
rectified. 



Leadership and Management

The quality assurance system in place makes sure the service continues to improve for 
people. People are asked their opinions on the service in many ways including 
resident/relative meetings, questionnaires, personal plan reviews and discussion with the 
responsible individual (RI) during their regular visits. Management audits of all aspects of 
the service take place regularly. A report is produced following a six-month review of the 
quality of care provided. This shows how the service continues to look at ways to improve 
for the benefit of people living and working there. There is a system in place to manage any 
complaints made and to analyse outcomes of any safeguarding referrals. This is to ensure 
lessons are learnt and any changes can be made to improve if necessary. 

Care staff are recruited, trained, and receive regular support in their role. Recruitment 
records show people do not start work until all the required checks are carried out. There is 
a reliance on agency staff whilst the provider continues to recruit. As far as possible, the 
same agency staff are used for consistency, so they get to know people and care staff they 
work with. Permanent staff and agency staff have an induction to their role. Records show 
and staff tell us they have regular supervision and an annual appraisal of their work. They 
feel very well supported by the manager, their team, and the wider management team. 
Comments from care staff include “I love it here”, “good team support and communication”, 
“never worked with staff who really want to help people”, “great manager” and “it’s a 
pleasure to come to work”. 

The RI has good oversight of the service. This means they can recognise where more 
support is needed and make the necessary changes to ensure the service continues to 
improve. 



We respond to non-compliance with regulations where poor outcomes for people, and / or 
risk to people’s well-being are identified by issuing Priority Action Notice (s). 

The provider must take immediate steps to address this and make improvements. Where 
providers fail to take priority action by the target date we may escalate the matter to an 
Improvement and Enforcement Panel. 

Priority Action Notice(s)

Regulation Summary Status
N/A No non-compliance of this type was identified at this 

inspection
N/A

Where we find non-compliance with regulations but no immediate or significant risk for 
people using the service is identified we highlight these as Areas for Improvement.  

We expect the provider to take action to rectify this and we will follow this up at the next 
inspection. Where the provider has failed to make the necessary improvements we will 
escalate the matter by issuing a Priority Action Notice.  

Area(s) for Improvement

Regulation Summary Status

Summary of Non-Compliance

Status What each means

New This non-compliance was identified at this inspection.

Reviewed Compliance was reviewed at this inspection and was not achieved. The 
target date for compliance is in the future and will be tested at next 
inspection.

Not Achieved Compliance was tested at this inspection and was not achieved. 

Achieved Compliance was tested at this inspection and was achieved.



N/A No non-compliance of this type was identified at this 
inspection

N/A



Was this report helpful?

We want to hear your views and experiences of reading our inspection reports. This will 
help us understand whether our reports provide clear and valuable information to you.

To share your views on our reports please visit the following link to complete a short survey: 

 Inspection report survey

If you wish to provide general feedback about a service, please visit our Feedback surveys 
page. 
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https://www.careinspectorate.wales/Inspection-report-survey
https://eur01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.careinspectorate.wales%2Ffeedback-surveys&data=05%7C01%7CMichael.Day%40gov.wales%7C3154ea61968f4c240bae08db58448c2e%7Ca2cc36c592804ae78887d06dab89216b%7C0%7C0%7C638200823649157324%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C3000%7C%7C%7C&sdata=tKU2MxKjByFqKlzNdIFMmuiFDWg5AoRzsUVDRVKj6iY%3D&reserved=0
https://eur01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.careinspectorate.wales%2Ffeedback-surveys&data=05%7C01%7CMichael.Day%40gov.wales%7C3154ea61968f4c240bae08db58448c2e%7Ca2cc36c592804ae78887d06dab89216b%7C0%7C0%7C638200823649157324%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C3000%7C%7C%7C&sdata=tKU2MxKjByFqKlzNdIFMmuiFDWg5AoRzsUVDRVKj6iY%3D&reserved=0

