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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.

Improving the quality of life for older people across the UK



Improving the quality of life for older people across the UK

Is the service safe?
What did the CQC inspection tell us?

The service was not always safe at the time of inspection.

   Infection control practices did not protect people from the risk of infection. 

   The process for managing some prescribed medicines was not appropriate. 

   There were not always enough staff to ensure care was delivered safely or in a timely way  
which may put people at risk to their health and welfare. 

   Safeguarding procedures were in place and staff were trained and understood their  
role in protecting people from harm and abuse. 

   The provider followed their recruitment process including all appropriate staff checks  
were completed. 

   Accidents and incidents were recorded and those relating to falls were looked into and  
action taken. Incidents and accidents were not always analysed to minimise risks and for  
learning to take place. 
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Is the service safe?

Our plan of action
Making the service safe

   We are reviewing all our infection control practices to ensure residents are protected from 
the risk of infection.

   We have replaced bedroom carpet with more appropriate flooring and have upgraded our 
cleaning equipment.

   Cleaning schedules are in place and will be monitored on a daily basis to make sure a high 
level of cleanliness is maintained at all times.

   Staff are trained in infection control and in the use and disposal of personal protective 
equipment.

   Personal slings to assist with moving residents are now stored appropriately and safely.

   Our new Deputy Manager is the infection control lead for the home and has had the 
appropriate training for the role.

   Procedures and training have been put in place to ensure all residents needing topical 
medication is managed in a safe way according to policy and guidelines.

   Staffing levels have been reviewed and will continue to be reviewed and reactive to 
dependency levels in the home. Staff levels have been increased in the twilight hours to meet 
the needs of the residents.

   Accidents and falls are monitored and analysed by the manager who takes appropriate action 
to minimise the risk of further falls.
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Is the service effective?
What did the CQC inspection tell us?

The service was not always effective at the time of the inspection.

   Staff did not receive regular supervision and appraisal to monitor their practice and identify  
any shortcomings or learning needs. 

   Nutritional assessments were not effectively managed when people had lost weight and  
may put people at risk of malnutrition. People were satisfied with the meals provided and 
received support from the staff as needed. 

   Staff did not consistently follow the principles of the Mental Capacity Act. Information about 
people’s ability to make decisions and whether assessments were done for particular decisions 
as needed was lacking. 

   People were supported and had access to health professionals, advice and treatment to 
maintain people’s health.

Our plan of action
Making the service effective

   We have a matrix for staff supervisions and appraisals in place, all staff will have received 
a supervision or appraisal by the time we are re-inspected to ensure staff are continually 
supported in the home.

   There are nutritional assessments in place to reduce the risk of malnutrition; the assessments 
guide senior and nursing staff in taking appropriate action. Manager and Deputy will monitor 
this process to ensure action is taken appropriately and proactively.

   All staff will complete refresher training on the Mental Capacity Act.
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Is the service caring?

Our plan of action

What did the CQC inspection tell us?

The service was caring.

  People received care in a caring and compassionate way. 

  Staff were kind and respectful in their dealings with people using the service. 

  People were supported to express their views and take part in decision making about their care.

Making the service caring

   We will continue to make sure that the service delivered in our homes is caring 
and supportive for our residents.

   People’s privacy, dignity and independence were respected and promoted
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Is the service responsive?
What did the CQC inspection tell us?

The service was not always responsive at the time of inspection.

   Assessments were undertaken; however care plans were not reviewed and updated  
in a timely way when people’s needs had changed. 

   People were at risk of receiving care which was not up to date and according to  
their current needs. 

   People had access to and were referred to healthcare professionals for additional 
support and treatment. 

   The complaints process was followed and people were confident to raise their 
concerns which were responded to.

Our plan of action
Making the service responsive

   We have a care plan matrix in place that will assist the manager to ensure all care plans 
are reviewed and updated at least monthly.

   All the residents care plans will be re-written to ensure they are person centred,  
all risks are assessed and they reflect the person’s current needs.
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Is the service well led?
What did the CQC inspection tell us?

Not all aspects of the service were well-led.

   The service was not always well-led at the time of inspection. 

   Audits were not effective in leading to improvements in the quality of the service. Their audits 
did not pick up the issues we identified with care plans, infection control and assessments of 
risks. 

   Although incidents were recorded, these were not robustly analysed and action plan 
developed to effect changes and learning.

   There was an open, friendly culture at the home. People living there, their relations  
and staff responded positively to care and management support.

Our plan of action
Making sure the service is well led

   All auditing in the home will be reviewed to make sure it is fully effective and the audits identify  
issues that are rectified in a timely manner.

   The manager will use a tracker to analyse all falls and incidents in the home to identify any trends and 
themes and will take appropriate action to prevent reoccurrence including the use of action plans.


