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Overall Summary

What we do well and the evidence for it.

Miracle Workers offers a bespoke service with their clients’ individual needs at the centre of care
planning. All new clients have their care needs assessed before care commences. Their personal
outcomes, interests and background are always sought. Where possible we will always try to place
carers best suited to support the client’s interests and lifestyle. Care managers will always endeavour
to return a carer to a client where the placement has been successful.

Our aim is always to:

* ensure that our service consistently reflect the needs of the individuals who use and access
our services

* actively encourage the people who use our services to be part of the decision-making
process surrounding their care and support

* maximise the health and well-being of the people who use our services

* provide a service that demonstrates value for money, but never substituting cost over quality

* recruit and retain a diverse, skilled and experienced work force

* ensure compliance to regulations to protect the people who use our services

Comments received to support this include:
“There is no way that our parents could have continued to live at home as they did without your
amazing carers. They managed everything beautifully, from household matters to everyday care to

medical emergencies.” SE

“Looking back | simply could not have coped myself and your two Carers were excellent. They had all
the necessary expertise; they were so willing and nothing was too much trouble.” MJ

“Thank you very much for your services, we will certainly recommend you if we hear of other people
in the same situation (I already have to a friend of mine).” CT

“Miracle Workers is the Rolls Royce of care in my opinion and that of my mother's. We have called
upon them for assistance and advice for three members of our family;” EH

“Provided excellent short term live in care for my elderly mother post hip replacement op. Carer was

very competent, kind, and proactive - a lovely person to have looking after her. Miracle Workers
made it all very easy to organise.” TS
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What action is needed to improve and what do we want to develop?

Miracle Workers was last inspection by the CQC in April 2025, and by Care Inspectorate Wales (CIW)
in December 2025. We remain rated as Good in all areas by both regulators.

We are using Nourish better care at home platform to build detailed and individual care plans for our
clients. This provides our carers with all the information they need particularly when faced with
difficult situations.

We continue to work with the developer of the Nourish Better Care at Home app to improve its
functionality and to alien it better with our needs as a live-in care provider. The developer has
reacted positively, and a number of productive meetings have taken place. We await the latest
version of the app with interest.

Client files are regularly audited to ensure that clients changing care needs are met quickly and that
Miracle Workers remains compliant with regulations.

Summary

Miracle Workers provides a bespoke, person-centred live-in care service, ensuring each client’s
individual needs, preferences, personal outcomes, interests and background are considered before
care begins. Care managers aim to match clients with carers who are well suited to their lifestyle and
to maintain successful placements wherever possible.

The service is guided by clear aims: to reflect individual needs, involve people in decisions about
their care, promote health and wellbeing, provide value without compromising quality, recruit and
retain a skilled workforce, and maintain regulatory compliance. Client and family feedback strongly
supports this, describing carers as competent, kind, proactive, reliable and essential in enabling
people to remain safely at home.

Recent CQC and CIW inspections rated Miracle Workers as Good in all areas. Ongoing development
focuses on improving the Nourish Better Care at Home platform so that care plans remain detailed,

practical and responsive, while regular client file audits help ensure changing needs are identified
quickly and regulatory standards continue to be met.

Ensuring the Safety and Wellbeing of Clients and Carers

What do we do well and the evidence for it.

Our aim remains as always; to protect and promote our clients’ safety and wellbeing. We want our
clients and carers to feel safe.
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The assessments we carry out and the personal plans we create for each new client are factual,
accurate, detailed and risk assessed. Time is spent getting to know the client: their background, their
likes and dislikes, their hobbies and interests; all of which are recorded and available to the carer.

The care managers ensure they spend time familiarising themselves with their new client’s care
needs, to ensure they identify the most suitable carer to work with the client.

We continue to work with our new care record system — Nourish Better Care at Home. This enables
us to build detailed personal plans and all updates and amendments to be share immediately with
the carer. Carers complete their care notes via the App which enable care managers to review
whenever necessary and families to view them at any time they wish.

A robust supervision process is in place. Care managers arrange regular Supervisions with carers in
their placements. A new carer in a placement will receive a Supervision within two weeks of starting
a placement - this is to check they feel well-trained and prepared and happy. A returning carer (after
a period of four or more months away) receives a Return-to-Work Supervision. This focuses mainly
on their skills and competencies, and the type of care needs they are most confident with. A carer
will also have a Supervision once they have completed 12 weeks work. This tends to focus on their
daily tasks and responsibilities with their client and is another opportunity for the care manager to
discuss any concerns the carer may have about their client.

Our Safeguarding Policy and procedures are reviewed annually. Our clients and carers know that all
our policies and procedures are found on their respective portals on our website.

Care managers and carers are trained how to recognise and report concerns. Contact details for the
local safeguarding team are available to them on the App. Referrals that need to be made are done
promptly to the relevant safeguarding team and a notification made to the regulator. In the last 6
months we have made two safeguarding referrals. Both were found to be unsubstantiated and were
closed.

Comments received to support this:

“I wanted to write to acknowledge the exemplary care provided by both M and V during this period.
My mother was never left alone. Both carers liaised with healthcare professionals about her care,
and continued themselves to provide care with patience and gentleness. It was a bewildering time for
my mother leading to increased confusion and agitation. Again both carers managed this with

compassion, when they must have been exhausted.” HP

“L and Mum got on very well. L was considerate to all mum’s needs. She cared for all her personal
needs and gave her the companionship that is so important.” JG

“We all find C to be a superb carer. She has high standards in all respects, is ever patient and
compassionate where necessary...” CD

“K has been splendid and my mother-in-law seems very settled and content with her. She is proactive
with my mother-in-law which is great.” PM

“She was extremely compassionate and kind with my mother, especially as she had to deal with her
fall and subsequent hospital stay. She was just great throughout it all!” JW

What action is needed to improve and what do we want to develop?
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We continue to audit all client files on a regular basis to identify any errors or omissions which can
then be quickly corrected. Carers upload MAR charts each month to the app and these are regularly
audited. They are also available to be spot checked at any time the care managers deem necessary.

With all clients added to the Nourish system, care managers are able to update the personal plans as
often as necessary and they are then quickly shared with carer, clients and family members, as
required. The senior care manager undertakes regular quality checks of personal plans to ensure
they read well and are clearly written.

Falls Analysis from January to June 2026.

3

Summary

Miracle Workers has strong systems in place to protect and promote the safety and wellbeing of
clients and carers. Detailed assessments and personal plans are completed for each client, with care
managers taking time to understand individual needs, risks, preferences and backgrounds so that
suitable carers can be matched effectively.

The Nourish Better Care at Home system supports safe and responsive care by allowing personal
plans to be updated quickly and shared with carers, clients and families. Carers record care notes
through the app, enabling care managers to monitor care and respond promptly where needed.

Regular supervision provides an important safeguard for both clients and carers, particularly for new
carers, returning carers and those completing longer placements. This helps ensure carers feel
prepared, supported and able to raise concerns early. Safeguarding policies are reviewed annually,
staff are trained to recognise and report concerns, and referrals are made promptly where required.

Client and family feedback highlights compassionate, patient and proactive care, including effective
liaison with healthcare professionals and sensitive support during difficult situations. Ongoing
improvement is supported through regular client file audits, MAR chart reviews and quality checks of
personal plans, helping ensure records remain accurate, current and clearly written.

Recruitment, Training and Development of Carers
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What do we do well and the evidence for it.

Miracle Workers ensures it has enough carers on its books at any one time to guarantee the
provision of care to approximately 100 active clients across England, and a further 50 clients in Wales
and Scotland.

Miracle Workers runs a 5-day induction and training course, which covers the specific requirements
of both the English Care Certificate and the All Wales Induction Framework, at our offices in
Abergavenny. All carers new to Miracle Workers or those who have not worked with us for two years
or more, attends this course. During the course they spend time with all members of staff to ensure
a good understanding of how Miracle Workers operates.

Regular refresher training is undertaken by all carers, in line with regulatory requirements, and carers
are obliged to register their DBS certificates with the update service so their status can be checked at
any time. Criminal record checks are obtained for all carers who travel abroad in line with best
practice. The latest CIW inspection report recognises our recruitment processes as robust, with
appropriate vetting measures in place.

Carers working in Wales are either registered with Social Care Wales, or are in the process of
completing a relevant qualification to achieve their registration. Miracle Workers offers guidance and
support with this process.

Comments received to support this include:

“[training’s] been great and | learned lots of new information and refreshed a lot of outdated
knowledge”. AW

“We were able to ask questions and the trainers were very clear.” SA
“I thought [the training] was very well put together and each topic was right length of time.” SM
“So pleased with the course/training. Asked lots of questions which were answered very clearly.” HT

“All sessions were very interactive.” BK

What action is needed to improve and what do we want to develop?

We have a robust auditing system in place for both existing and new carer files to ensure there are
no gaps in their safety checks.

The new carer supervisions continue to be well received, ensuring our new carers feel listened to and
supported in their new role with Miracle Workers. Feedback is sought by the recruitment team for
all new carers once they have completed three months of work. Their progress continues to be
closely monitored.
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We have recently reviewed the content of the carer portal to ensure they have the latest information
to hand. We continue to support them with our popular carer newsletter and regular Facebook
posts. We are always looking at ways in which we can improve our communication with our carers.

Summary

Miracle Workers maintains a sufficient workforce to support clients across England, Wales and
Scotland, underpinned by robust recruitment, vetting and training processes. New and returning
carers complete a five-day induction in Abergavenny covering the English Care Certificate and the All
Wales Induction Framework, helping them understand both regulatory expectations and how
Miracle Workers operates.

Ongoing refresher training, DBS update checks, overseas criminal record checks where required, and
support with Social Care Wales registration demonstrate a strong commitment to safe practice and
professional development. Feedback from carers shows that training is clear, interactive, well
structured and useful in refreshing knowledge.

Continuous improvement is supported through regular audits of carer files, close monitoring of new
carers, and ongoing communication through the Carer Portal, newsletters and Facebook posts. These
measures help ensure carers feel supported, informed and able to provide high-quality care.

Providing Support for Clients and Carers

What we do well and evidence for it.

80% of both clients and carers continue to come to Miracle Workers via word-of-mouth which
demonstrates a high level of satisfaction with the service we provide.

Care Managers are committed to building good relationships with their clients and their
representatives and clients and their representative report feeling involved with their care.

Carers are trained to work with their clients to promote independence and to respect their privacy
and dignity. Carers say they find personal plans detailed, practical and easy to follow. These plans
include step-by-step guidance to help the carers ensure they deliver safe and consistent care.

Carers are supported through regular supervision sessions. During these sessions, carers will be
asked by their manager how they support their client to achieve their personal outcomes. New
carers are supervised in their first two weeks of work to ensure they have the support they need.

Miracle Workers works closely with other healthcare professionals to ensure the changing needs of
our clients are met. All carers are trained annually in safeguarding adults and referrals are made in a
timely manner when necessary.

Carers are encouraged to seek help and advice from the care managers whenever they have
concerns. There is a care manager on call 24 hours a day to provide support to the carers and clients
and their representatives. Accidents and incidents are reported promptly in order that they can be
acted upon and personal plans updated.
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Comments received to support this include:

“...it is the professionalism that Miracle Workers brought to each situation which gave us the
confidence that we were doing the best we could for our parents. | would like to thank you yourself
particularly for managing all this for us. It was reassuring to be able to talk over problems and new
situations with you.” SE

“The client | am with now, also sings praises about Miracle Workers and recommends agency to her
friends! | feel blessed to be part of your team.” SC

“All staff have been kind, caring and supportive and always happy to help/assist.” LW

“I just wanted to say thank you. Miracle Workers are really helping me deal and navigate through
this difficult, worrying and sad phase.” JW

What action is needed to improve and what do we want to develop?

Miracle Workers will always look at ways we can improve communication with our clients and carers.
Where possible care managers are visiting clients in person to carry out assessment and to undertake
the personal plan review. We are making more use of video call.

We have just launched a Client Portal giving our clients access to all our policies and procedures. It
also contains information and links to other organisations, that might be of use and support to our
clients. More work will be done on this over the summer.

We are working with Nourish Better Care at Home on the development of a new App to support the
care record system. This will be launched later this year.

Miracle Workers has a robust system to ensure carers receive a regular supervision session and feel
confident and supported in their placement. All new carers are supervised in the first couple of
weeks of work to ensure they feel supported in their first placement and to identify any additional
training requirements.

Miracle Workers has recently reviewed the continues of its Carer Portal to ensure it remain accurate
up to date. Carers can quickly access the latest policies and procedures as well as training material
that might be of help to them.

Our quarterly carers’ newsletter continues to be popular and is a useful tool for providing carers with

relevant information and to put a spotlight on current issues. We regularly review the content to see
how we care improve it and make it as interesting as possible.

Summary

Miracle Workers provides strong support for both clients and carers, with 80% of each group
continuing to come to the service through word of mouth. This indicates a high level of satisfaction
and confidence in the care and support provided.
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Care Managers build positive relationships with clients and their representatives, helping people feel
involved in their care and confident that changing needs will be recognised and acted upon. Carers
are trained to promote independence, dignity and privacy, and are supported by detailed personal
plans that provide practical, step-by-step guidance for safe and consistent care.

Regular supervision, including early supervision for new carers, helps ensure carers feel listened to,
confident and supported in their placements. The service also works closely with healthcare
professionals, maintains annual safeguarding training, provides 24-hour access to a Care Manager,
and ensures accidents and incidents are reported promptly so that personal plans can be updated
where needed.

Feedback from clients, relatives and carers highlights the professionalism, kindness, reassurance and
practical support provided by Miracle Workers. Ongoing development will focus on improving
communication, increasing in-person and video contact, developing the Client Portal, supporting the
new Nourish app, maintaining regular carer supervision, keeping the Carer Portal accurate and up to
date, and continuing to use the carers’ newsletter to share useful information and current issues.

Katy Warner
Managing Director
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