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[bookmark: _Toc20969]Introduction 
[bookmark: _Hlk181875647]ProCare Nursing Agency Ltd (ProCare) is the provider registered with Care Inspectorate Wales (CIW) and is a provider that delivers domiciliary care to both adults and children within their own homes. 
 
ProCare has 3 offices: 
· 1 Radnor Court, Canton, Cardiff. CF5 1GZ. 
· 2 Deryn Court, Pentwyn, Cardiff. CF23 7HA. 
· Room 7-02 Princess House, Princess Way, Swansea, SA1 3LW

About ProCare and Management Structure
ProCare Nursing Agency Ltd is managed by experienced professionals within the health and social care sector and has been providing exceptional independent care for over 25 years. During this time, ProCare has consistently promoted good health through safe and therapeutic engagement, basing its care on a person-centred approach and adapting services to meet the individual needs of those we support.
ProCare delivers a service-user-focused experience that achieves positive outcomes while maintaining independence and encouraging active participation. We ensure our services are fit for purpose through robust governance and rigorous audit pathways, enabling us to meet the highest standards and fulfil our aims and objectives for all stakeholders.
Our care planning process at the point of intake ensures that service users can contribute to their care and support plan in a way that reflects their personal health and wellbeing needs and preferences. These plans are routinely reviewed to ensure that any changing needs are met promptly and effectively.

Management Structure Update
Effective 17 November 2025, Angela Smith and Nolan Hulbert have been appointed as Managing Directors of ProCare Nursing Agency Ltd, reflecting the organisation’s commitment to strong leadership and sustainable growth.
Angela and Nolan are equal business partners, each holding 50% ownership of the company.

· Angela Smith is the Responsible Individual and leads the service. She brings 19 years of experience in health and social care, specialising in operational management, compliance, and quality assurance. Angela holds a QCF Level 5 in Health and Social Care and has successfully overseen numerous service improvement initiatives.

· Nolan Hulbert leads the Children’s Services division and has over 20 years’ experience working with children and young people. His background includes roles as Registered Manager, Safeguarding Lead, and Operations Manager. He holds a QCF Level 5 in Leadership and Management and is working towards Level 7 in Strategic Management.


Both share a deep passion for achieving person-centred outcomes, ensuring that every individual supported by ProCare receives care that respects their dignity, independence, and unique needs. Their combined expertise will drive innovation, compliance, and excellence, fostering a culture of collaboration and continuous improvement across all services.

Staff are trained to the national levels required, including the All-Wales Induction Framework, and are given access to and are supported to complete Health and Social Care QCF’s Level 2 and 3.  
 
The training needs of staff are aligned to that of the service users and specialist training is sought where required for those with more complex needs.  
 
Staff who work within Children’s Care are also trained in Positive Behaviour Support (PBS) and Prevention and Management of Violence and Aggression (PMVA).  
 
The Care, Quality and Compliance Director for ProCare is Angela Smith who also holds the position of Responsible Individual with CIW. 
 
The management team responsible for the day to day running of the service consists of: 
o Registered Manager for Adults – Sarah Watkins o Director for Children Services – Nolan Hulbert
 
[bookmark: _Toc20970]Aims and Objectives 

The overarching aim of ProCare is to care for the person whilst respecting everything that makes them who they are. We aim to see the person not their reason for the need for care and/or support, we do however acknowledge that their diagnosis is part of them, and we aim to care for and support them to live life to their full, safely remaining at home and part of the community.  
 
We will work with the team around the person and their family to ensure that they are supported and encouraged to express themselves as a person, and everything that comes with who they are. 
 
We will work with all stakeholders to ensure that the service we provide enables the individual to be cared for and remain within their own home whilst respecting the values and beliefs of the individual and family as appropriate. 
 
As a service our aims are simple, we are a provider that works for the person and their family and will ensure that everything we do ensures the full care and support of the person, enriching as much as possible their life experiences and enabling them to remain at home in the community. 
 
Our service will be delivered in line with guidance from Welsh Government, regulatory bodies and the local authority social services department. 
 
We will achieve our aim by: 
· Developing and implementing appropriate support for service users in consultation with them, their family and other relevant parties. 
· Valuing the service user as an individual by promoting choice, positive self-image, independence, and individual identity. 
· Encouraging full participation of the service user as appropriate, sharing responsibilities and decisions. 
· Providing person-centered care by involving all stakeholders in every aspect of their care with regular monitoring and review. 
· Treating all service users with dignity and respect. 
· Working in partnership with agencies to provide a holistic approach to the care needs of the service user to develop opportunities and promote life changes. 
· Safeguarding the health and well-being of all service users, ensuring they are protected from harm. 
· Offering an environment that is flexible and seeks to meet the needs of the service users it supports. 
· Giving service users the opportunity to continue to develop social and life skills and become an active part of the community. 
· Encouraging service users to respect individuals’ diversity, needs, values and human rights. 
· Ensuing confidentiality and personal privacy are always maintained and respected 
· Promoting the service in the wider community and encouraging participation in and support of our work 
· Being a source of information and support for service users and the professionals that support them. 
[bookmark: _Toc20971]


Qualifications and Experience of the Responsible Individual
 
Angela Smith –Managing Director / Responsible Individual 
Angela is registered as responsible individual with Care Inspectorate Wales and joined the team at ProCare in February 2024, using her extensive experience as a registered manager and responsible individual for ProCare.  
Angela has worked within the care sector since for many years. 
Angela has gained further qualifications:  
· QCF Level 5 in Health and Social Care (Adults)
· Level 3 Education and Training 

Angela has been able to extend her knowledge and skills therefore enabling her to teach and train those who work within the sector.  
 
Angela is a dedicated Social Care Provider whose operational management expertise makes her a hands-on leader deeply attuned to the responsibilities of supporting individuals in care. Her extensive experience enables her to tailor services to meet each person’s unique needs, ensuring they live happy, fulfilling lives where they feel valued and respected. Angela’s passion for the sector shines through in the knowledge and skills she’s cultivated over her career, and her commitment to making a meaningful impact on everyone involved in the service is what sets our care apart for individuals and their families.
[bookmark: _Toc20972]Qualifications and Experience of the Management Team 
 
Sarah Watkins – Registered Manager for Adult Services 
Sarah is the Registered Manager for Adults Services which includes Domiciliary Care and Community Support for Adults. Sarah joined the team at ProCare in August 2019. 
 
Sarah has worked within adults’ services since November 2015 and gained a range of knowledge and experiences over this time frame.  
 
Sarah holds a BSC in Psychology and an MSC in Clinical and Abnormal Psychology. Since working at ProCare Sarah has achieved her QCF Level 3 in Health and Social Care for Adults and is currently working towards her QCF Level 5 in Health and Social Care for Adults. 
 
Sarah has worked at ProCare since August 2019 when she began as a Care Co-Ordinator, Sarah has developed in her role and is excited for the challenges that Manager is to bring her. Sarah’s knowledge of adult’s services allows her to ensure that the service is run to the highest standard possible.  
 
 
Nolan Hulbert– Managing Director for Children’s Services 

Nolan is a committed Social Care Provider and the Registered Manager for children’s services at ProCare, overseeing both domiciliary care and community-based support. Since joining the team in March 2024, he has played a vital role in the operational management of the service, ensuring high standards of care and compliance. Nolan’s hands-on approach and deep understanding of the sector enable him to lead with both compassion and professionalism. His dedication to delivering person-centered support ensures that every child and family receives care that is respectful, empowering, and tailored to their individual needs.
Nolan has over twenty years’ experience working with Children and Young People. He holds both -
· NVQ level 3 in Health and Social Care – Children and Young People
· QCF Level 5 in Leadership and Management.
· Nolan is also working towards his Level 7 in Strategic Management and Leadership.

Nolan has held positions as Area and Operations manager, Safeguarding Lead & Safeguarding & Child Protection Co-Ordinator, a CEOP ambassador and is a PREVENT champion.
Nolan has 12 years’ experience as a Registered Manager within South Wales.
 
[bookmark: _Toc20973]Staffing 
The staffing complement at ProCare is approximately: 
· Managing Director – (MD) 
· Responsible Individual – (RI) 
· Registered Manager Adults – (RMA) 
· Care Manager Children 
· Team Leaders (Children) x 2 (TL) 
· Care Coordinators x 5 – (CC’S) 
· Field Care Supervisors x 4 – (FCS) 
· Finance Manager x 1 (FM) 
· Finance Officer x 3 (FO) 
· Recruitment and Training Officer 
· Recruitment and Compliance Administrator  
· Domiciliary Carers (Adult Care) 
· Domiciliary Carers and Support Workers (Children’s Care)  
· 
 
All members of staff are recruited via Safer Recruitment and will undertake the induction 
program overseen by the Quality and Compliance Manager and facilitated by our sister company – Healthcare Academi Cymru (HCA). Staff will be continually offered opportunities for continued professional development  
 
At times, vacancies may exist in some of the positions listed above. When this occurs, ProCare will actively recruit to fill these vacancies and inform the necessary commissioning groups e.g. Care Inspectorate Wales (CIW) and Cardiff Council Commissioning.  
 
Where those vacancies cause any shortfall in the staffing number, ProCare will ensure that agreed staffing ratios are maintained via the use of overtime and bank staff from other departments, depending on the skill level or service demands. Where staff may be on prolonged periods of absence due to sickness or maternity leave, etc, ProCare will seek to cover any vacancies that exist with the use of short-term fixed contracts.  
 
 
 
 
[bookmark: _Toc20974] Service Provisions (Children’s Services) 
We are registered with Care Inspectorate Wales (CIW) to provide care and support to children and young people: 
· From birth to 18 years of age  
· With Physical Disabilities or Difficulties 
· With Learning Disabilities of Difficulties 
· With Sensory Loss 
· With Mental Health Difficulties 
· With a Cognitive Impairment 
· That may display behaviours that challenge. 
 
Our team of dedicated care and support staff provide professional and knowledgeable care in the following areas:  
· Personal Care 
· Domestic Assistance for Children, Young People and their families 
· Sitting Service  
· Community Access Services 
· School Pick Up and Drop Off 
· Social Activities 
· Therapeutic Support  
· o Support Living 
ProCare aims to deliver up to 2000 hours of Domiciliary Care per week to Children and Young People. 
Our Children’s Care department is referred to as ProCare Children’s Services. 
[bookmark: _Toc20975]Service Provisions (Adult’s Care) 
We are registered with Care Inspectorate Wales (CIW) to provide care and support to adults: 
· From 18 years of age through to later life 
· With Physical Disabilities or Difficulties 
· With Learning Disabilities or Difficulties 
· With sensory loss, including those with dual sensory impairment  
· With mental health difficulties and or dementia impaired illnesses 
· With a history of substance misuse and alcohol dependent illness 
· With cognitive impaired challenging behaviour symptoms 


Our team of dedicated care staff provide professional and knowledgeable care in the following areas: 
· Personal Care 
· Domestic Assistance 
· Meal Preparation 
· Sitting Services 
· Assistance with Social Contact 
· Social Activities such as shopping or groups activities.  
· Monitoring and prompting medication 
· End-of-Life Care 
· Support Living 
· Therapeutic Support to all those involved in the service   users care package.  
ProCare aims to deliver 2000 hours of Domiciliary Care per week to adults.  Our Adult care department is referred to as ProCare Adult’s Services. 
 
 
[bookmark: _Toc20976]Governance and Quality Management 
Quality Management at ProCare is part of a culture of quality improvement. This involves using tools and methods systematically to assess and improve the quality of care and outcomes for the people using the service. A continuous improvement culture is embedded throughout the organisation.  
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Required attendance is required by the following staff: 
· Quarterly Senior Leadership Team Meetings – MD, RI, FM 
· Monthly Management Meeting – RI, RMA, RMC   
· [bookmark: _Toc20977]Bi - Monthly General Staff Meetings – RMA or RMC, TL, CC’s, FCS, SW, CA o Bi-Weekly Compliance Meeting – RI, RMA, RMC, TL o Bi-Weekly Quality Meeting – RI, RMA, RMC, TL o Weekly Operational Meeting – RMA or RMC, QCM, CC’s, FCS 





How do we know we’re getting it right? 
(Our Care Quality Statements) 
 
Service users will say: 
 
 
 
 
 
 
 
 
 
 
 
 
 
“I can make 
decisions about 
my 
care”.
 
“I have 
moments of 
Joy”.
 
“I experience 
small acts of 
kindness”.
 
“I have a voice 
and I am 
heard”.
 


















Staff will say: 
 
“I can make 
decisions in the 
best interests of 
those I 
support”.
 
“I make a 
difference 
everyday”.
 
“That I am able to make 
mistakes and learn from 
them with the help of 
my 
colleagues”.
 
“I have a voice 
that is 
heard”.
 

 
 
 
[bookmark: _Toc20978]Staff Training 
All training for staff is delivered through HealthCare Academi Cymru (HAC) which is a sister organisation of ProCare Nursing Agency Ltd but is overseen by the Quality and Compliance Manager. 
Healthcare Academi Cymru is an approved centre with: 
o Highfield Training o Agored Cymru 
o City and Guilds 
Healthcare Academi Cymru also holds accreditation with: 
o The Institute of Conflict Management (ICM) 
o British Institute of Learning Disabilities (BILD) 
o Continuous Professional Development (CPD) 
 
The training plan for ProCare staff covers the first 12 weeks of employment and covers some of the courses detailed below depending on whether the staff work with Adults or Children 
 
All Wales Induction Framework 	 	 	Emergency First Aid 
Basic Life Support  	 	 	 	Understanding Your Role 
Personal Development 	 	 	 	Duty of Care 
Mental Health Awareness  	 	 	Learning Disability Awareness 
Equality and Diversity 	 	 	 	Working in a Person-Centred Way 
Communication 	 	 	 	 	Privacy and Dignity 
Fluids and Nutrition  	 	 	 	Safeguarding Children / Adults 
Dementia Awareness 	 	 	 	Welsh Culture / Language 
Health and Safety  	 	 	 	Confidentiality / Information Governance 
Core Values  	 	 	 	 	Diabetes Awareness 
Infection Prevention / Control 	 	 	Depravation of Liberty 
Mental Capacity Act  	 	 	 	Stroke Awareness 
Medication Administration  	 	 	Physical Interventions (PMVA) 
Oral Hygiene  	 	 	 	 	GDPR 
Positive Behaviour Support (PBS)  	 	Relational Security 
 
Staff employed by HealthCare Academi Cymru have a wide range of qualifications and experience that enable them to deliver training that is robust and informative. 
 
Currently QCF training is outsourced to an external training provider, however the plan is to bring this in house and support staff to achieve whilst carrying out their role.  
 
Training is recorded on an electronic matrix that indicates when staff may need to update their training, ensuring compliance. The matrix is accessible by the registered manager and the information on this matrix is fed into Bi-Weekly Compliance meetings as part of our quality improvement monitoring.  
 
[bookmark: _Toc20979]Risk Management 
The Responsible Individual, Registered Manager and Compliance Manager are responsible for Risk Management processes. This ensures all individuals using ProCare whether Adults or Children are safe and cared for, and that staff employed by ProCare can remain safe whilst as work. Risk management ensures that where possible all risk is minimised, and safe systems of work are employed. Risk management processes and outcomes are measured through Bi-Weekly Quality Meetings.  
ProCare’s Director, Responsible Individual and Registered Manager and other senior managers as appointed are to ensure that ProCare works within the relevant national legislation, appropriate policies are in place to encourage a safe environment and to monitor staff awareness of health and safety issues.  
 
[bookmark: _Toc20980]Human Resources  
ProCare outsources its Human Resources (HR) through a contractual agreement with Peninsula Business Services. Peninsula provides a complete service for ProCare employees which is delivered in an efficient, professional, objective, and supportive manner and always encourages best practice. 


Specific responsibilities covered by Peninsula: 
· To take a supportive role in our recruitment and selection process documentation 
· Support exit interviews process documentation 
· Health and Safety advice 
· Supports an absence operational system that is user-friendly and accessible by all  
· To ensure that regulatory requirements, policies, and procedures are up to date and current. 
· To audit and monitor the documentation held within ProCare on an annual basis or before depending on current national changes to processes and policies. 
· To support as appropriate with any matters pertaining to employment law, including conducting meeting with staff members as requested by ProCare. 
 
[bookmark: _Toc20981]Finance Department 
ProCare Company Director, Responsible Individual and the Finance Manager have overall accountability for ProCare finances. These will be reviewed on quarterly basis through the Senior Management Meetings – or before if ProCare quality management audits have identified any issues. 
 
 

[bookmark: _Toc20982]Accommodation Based Services  
ProCare operates from 2 premises: 
1 Radnor Court, Cowbridge Road East, Canton, Cardiff. CF5 1GZ 
The team that operationally manage the recruitment of staff are based on the ground floor within a separate office to maintain confidentiality, whilst reception and compliance staff operate in the main reception area. There is also an office for recruitment interviews and face to face meetings with care workers. We operate a hot desk system for eLearning and team leaders. The ground floor also has both female and male toilets and a fully equipped kitchen as well as a storage room for PPE.  
Service users and their family and friends are welcome to make appointments to visit staff members to discuss the service we are delivering or just to simply catch up.  
The upper floor of this building is occupied by the finance department, the Managing director’s office as well as a fully equipped training room with equipment to deliver Manual Handling training in line with the All Wales Manual Handling Passport.  
 
2 Deryn Court, Wharfedale Road, Pentwyn, Cardiff. CF23 7HA 
The team that operationally manage the Adults and Childrens Domiciliary Care Services are based at this building.  
The ground floor of the building is called ‘The Cwtch’ – this is a play and sensory area that the children we support can access. The Cwtch is spilt into 2 rooms, a fully equipped sensory room with soft play as well as a playroom where the children can access sensory play activities as well as activities that can support the development of their skills. The Cwtch has a disabled toilet and access to a hoist to enable us to support children who need to be hoisted in order to access activities.  
The first floor is the operational hub of both the adults and childrens domiciliary services with an office for the registered manager, an open plan office for the team leaders, care coordinators and key workers and a fully functioning kitchen where staff can have breaks.  
The offices are regularly cleaned by a designated cleaner with a thorough clean taking place three times a week.  
 
 
 
[bookmark: _Toc20983]Organisational Chart 

Managing Directors Angela Smith/Nolan Hulbert

Director of Care/ Responsible Individual – Angela Smith 

Childrens Services Care Manager – Nolan Hulbert

Adult Services Registered Manager – Sarah Watkins 

Service Improvement Manager – Janet Neale

Childrens Care Coordinator –Nicole Carey and Kellie Atkins

Adults Care Coordinator – Courtney Norris and Gemma Feebo




 
We aim to operate with a full staff complement to ensure consistency and stability for all those involved within the service, where a position becomes vacant, we will aim to fulfil this as soon as we can, whilst recruiting following safe recruitment practices.  

 
 
[bookmark: _Toc20984]Stakeholder Consultation 
It is important that all those associated with ProCare are involved in a system of opportunity to express their views and that they feel listened to and acknowledged. ProCare carries out evaluations with all those associated with its service through a user-friendly evaluation system which incorporates other contributions in meeting clear and identified care tasks and improvement needs. These findings will help assist ProCare in improving its services and be able to supply valuable information into the quality-of-care review.  
[bookmark: _Toc20985]Dealing with Complaints 
Complaints are extremely important to us here at ProCare and they will be received in a manner that will provide an opportunity to improve our service. Complaints are overseen by the Registered Manager, but all complaints will be reported to the Responsible Individual to ensure they have oversight. These complaints will also be fed into weekly meetings and the quality meetings.  All complaints are fully investigated, and a copy of the complaint’s procedure is displayed in the main entrance of both premises, an electronic copy can be sent on request and hard copies can be found in the service user guide which is given to all service users.  
 
The complaints procedure contains the contact details of the Responsible Individual, Registered Manager and how to contact Care Inspectorate Wales (CIW).  
 
ProCare will respond immediately and appropriately to any complaint or concern raised.  
 
ProCare aim to resolve all complaints within 14 days. 
 
ProCare Complaints procedure includes provision for: 
 
Local resolution which allows for complaints to be resolved locally and as soon as is reasonably practicable.  
 
Complaints must be acknowledged in writing to the individual making the complaint no later than 5 working days after the day of receipt.  
 
Formal Consideration where it has not been possible to resolve the complaint to the satisfaction of the complainant within the 28 days permitted, or where it is requested in any case by the complainant, the complaint should be forwarded for formal consideration by an individual independent person away from ProCare.  
 
We, will maintain a record of each complaint, including details of the investigation made, the outcome and any actions taken consequently to improve the quality of our services.  
 
We will also supply CIW with any requests of copies of complaints and any associated records. It is also important for us to let individuals know that they can complain directly to CIW 
 
As part of the complaint’s procedures, we have a staff suggestion box that is routinely (no later that every four weeks) reviewed and the details from these suggestions submitted to quality meetings.  
 
 
 
[bookmark: _Toc20986]Contact Names and Addresses 
	 Managing Director/Operations Manager
Registered Manager Children’s Services 
Nolan Hulbert
2 Deryn Court, Wharfedale Road, Pentwyn, 
Cardiff. CF23 7HA 
 
Tel: 029 2054 0802 
Email: nolan@procare.wales  
	Managing Director /Responsible Individual
 Angela Smith 
2 Deryn Court, Wharfedale Road, Pentwyn, 
Cardiff. CF23 7HA 
 
Tel: 029 2054 0802 
Email: angela@procarewales

	Registered Manager Adult’s Services 
Sarah Watkins 
256 Cowbridge Road East, Canton, Cardiff.  
CF5 1GZ 
 
Tel: 029 2021 7799 
Email: sarah@procare.wales 
	Care Inspectorate Wales (CIW) 
Rhydycar Business Park, Merthyr Tydfil,  
CF48 1UZ 
 
Tel: 0300 790 0126 
Email: ciw@gov.wales 



[bookmark: _Toc20987]
Privacy and Dignity of Those We Care for 
ProCare will provide a safe, supportive environment to all parties involved in our service delivery and for our staff. This will be facilitated through the implementation of approved policies and procedures and the provision of high-quality divisional service. Service users will be treated with the upmost respect whilst maintaining both privacy and dignity by our staff both within ProCare, and when in the community being supported by staff.  
All staff within ProCare will always act with the highest degree of professionalism. To this end they are encouraged to act in a way which could not be perceived by an individual as being disrespectful.  ProCare is sensitive towards and aware of ethnicity, diversity, and disability communities and of individual needs including: o Social Care Workers 
· ProCare office and management staff o External Staff o Service Users 
· Service Users’ family and friends 
· Members of the public 
 
Everyone is treated as an individual, given respect, and understanding. ProCare recognises that individual needs may differ and will respond accordingly. Staff are equipped through training to adapt their responses and therapeutic relationship when these issues arise. 
Registered Managers within ProCare are responsible for ethnic minority issues, disability issues and promoting equal opportunities.  
 
 
[bookmark: _Toc20988]Policies and Procedures 	 
To ensure clarity for all those who use and work within the service, ProCare has a comprehensive set of Policies and Procedures, these are reviewed annually or sooner if there is a need due to changes in regulation, legislation, or guidance. 
Care Inspectorate Wales (CIW) and Commissioners will be informed of any significant changes to operational and or service delivery policies, as well as change to this Statement of Purpose as an when changes to the business or business growth dictates. 
[bookmark: _Toc20989]Audit 
Audits are at the heart of the ProCare philosophy of Continuous Improvement and having a culture of learning through the maintenance of a safe environment for staff to be open and honest about mistakes. ProCare promotes an active understanding of the opportunities to gather information by regular, review and audit of procedures and practice. Audits are overseen by the Registered Manager and audit feedback is fed into quality meetings. 
[bookmark: _Toc20990]Fire Safety 
ProCare has a designated fire officer who works alongside our external contractual organisation the fire office supports our fire prevention and ensures that all staff participate in training and drills. All staff are trained in fire safety. In the event of a fire, it is the duty of all concerned to ensure the safety of all those in the premises or within the service users’ home and in the event of a fire to ensure they are evacuated and safe whilst the emergency services are called.  
[bookmark: _Toc20991]Accessibility of Information  
It is important to us that everyone who is interested can have access to this document and we are happy to ensure it is made available in other formats: 
· Braille, On tape. 
· In other languages (e.g. Welsh, Arabic) o Communicate through an Interpreter (e.g. BSL) 
 
This document is also available in large print 
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