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Introduction

Each time the Care Quality Commission inspects a care home, it issues an inspection report.  
This gives feedback on what inspectors found and what recommendations they make to the  
people who manage the home. From this, the providers need to produce an action plan,  
which needs to be agreed with the CQC.

At MHA, we took the decision to make a summary of our action plan public for all inspection 
reports as we want to be open and honest with our residents and their families and friends.  
In this document you’ll find details of what the inspectors have said to us and what we are 
doing to address their points.
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Is the service safe?
What did the CQC inspection tell us?

The service requires improvement.

   Call bells that CQC heard sounding were answered promptly, although at times staff informed the 
person they were supporting someone else and would come back shortly.  Two residents advised 
that they sometimes have to wait to use the toilet due to staff seeing to somebody else. 

   Some people who lived at the home and most of their relatives told CQC that they felt staffing 
numbers were sufficient to meet residents’ needs.  One person said they thought the staffing 
numbers were about right.  Some people said that on the nursing wing they felt that the staffing 
numbers needed to be reviewed. 

   Some people on the nursing wing were dressed and put back to bed.  It was unclear if it was 
people’s preference to get dressed at this time. 

   Staff said that they did not have enough time to facilitate baths on the day of the inspection; it was 
12.10 and not all residents were up.  Staff said that they would benefit from an additional member 
of staff at least for a couple of hours.  It was noted that one person received their breakfast at 
11.30am and then was served lunch at 12.30. 

   Staff took breaks during the lunch time service.

   Agency staff had been brought in to cover and staff did not like working with agency staff as they felt 
they did not know people well. 

   People said that they felt safe at the service.
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Is the service safe?

Our plan of action
Making the service safe

   The Home Manager and MHA staff from other homes are working with the team at Trembaths to 
support staff working on the floor on the nursing wing to improve organisation, communication and 
leadership.   

   Call bell response times are being monitored by the Home Manager 

   We have held a series of staff meetings that have been held to provide a forum to discuss any issues 
and how organisation of the shift could be improved.  These will take place on a regular basis. 

   This practice ceased unless expressly request by the resident. 

   There is a Breakfast Assistant in place who supports breakfast service.  The role, and its responsibilities 
and effectiveness to be assessed and changes implemented if necessary. 

   The Home Manager and MHA support staff are completing checks to ensure that residents are 
receiving timely support. 

   Staff breaks are being allocated to avoid resident meal times. 

   Meal times have been adjusted following feedback from relatives and residents. 

   An established recruitment plan is ongoing to increase permanent staff and eradicate agency use.  
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Is the service caring?

Our plan of action

What did the CQC inspection tell us?

The service requires improvement

   Three people said that not all staff were the same, in particular they found the staff who 
worked at night more difficult to get along with.  One person said “I feel generally staff are 
caring and they are not rude, most of them are quite pleasant.” 

   It was noted on the nursing wing that care was more task orientated than delivered  
as personalised care. 

   Staff were always polite, kind and courteous in their approach to people but they did not 
always meet people’s whole needs and this meant that their dignity was not always promoted. 

   People who lived at the home and their relatives were mostly positive about staff.  They told 
CQC that  most staff were kind, caring and respectful. 

Making the service caring

   Any comments or concerns raised in respect of staff continue to be addressed by the Home Manager. 

   The Home Manager and MHA staff members from other homes are working with the team at 
Trembaths to support staff working on the floor on the nursing wing to improve organisation, 
communication and leadership.   

   Face to face Dignity and Values training is being delivered to the staff team.



Improving the quality of life for older people across the UK

Is the service responsive?

Our plan of action

What did the CQC inspection tell us?

The service requires improvement 

   Some of the staff are exceptional, some have an uncaring attitude.

   Reviews are not very structured.  Reviews can ask for one at any time but they are scheduled about 
every six months.  

Making the service responsive

   A revised induction programme for new staff is being led by the Home Manager to set out expectations. 

   Any concerns or issues raised continue to be dealt with immediately by Home Manager. 

   The format of review meetings has been clarified with staff so that clear structured discussion takes 
place.  The Home Manager has an overview of when reviews are due and will ensure that they are 
planned.  A “What is important to me” document is being introduced to assist in giving focus to 
reviews meetings. 

   Named nurse and keyworkers are being revisited and will be communicated to residents and relatives. 


