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The past year has shown the versatility and 
the strength that the Social Care Standards 
Authority has grown into from its inception. 
This regulatory body has sustained its 
work in inspecting, enforcing, licensing, and 
regulating social welfare services in Malta.

Through the launch of its Strategic 
Vision, this Authority is aiming towards 
setting the social welfare sector to new 
heights, especially when it comes to the 
expertise and training of the professionals 
working within it and the technological 
advancements to improve the simplification 
of processes. Consequently, such 
advancements continue with the Authority’s 
endeavours to have service users at the 
centre and provide the necessary feedback 
and support to their significant others.

Moreover, the Social Care Standards 
Authority has shown its values and strong 
collaborations in the way it has dealt with 
the challenges brought forward by the 
pandemic. The Authority continued its work 
through dialogue and collaboration with 
various stakeholders as well as service 
providers to set in place the necessary 
preventive measures, training needs, 
procedures, and protocols. Furthermore, 
the Authority raised the bar towards the 
provision of the necessary testing and 
contact tracing, as well as vaccinations for 
vulnerable persons in society, starting with 
older persons.

Such optimistic and robust endeavours 
augur well for this Authority to continue 
being the voice of collaboration with all 
stakeholders while having the various 
service users and their significant others at 
the core of its positions and actions. 

I take this opportunity to thank all the 
employees of the Authority for rising to the 
occasion during unpredicted times.

The pandemic has cut short our 
commitment to reach out to the public 
through conferences. However, we are still 
very much present on social media, as well 
as on radio and television programmes. It is 
our commitment to continuously inform the 
public on the role of the Authority. I appeal 
to the public to keep in touch with us so 
that we are all a united front on the issue of 
service improvement remain the heart and 
soul of this Authority.

We look forward to a 2021 where, as the 
Authority, we are heavily involved in helping 
our Nation out from the situation caused 
by this pandemic through the roll out of 
vaccinations. This will enable the Authority 
to slowly recuperate and move back to its 
original remit.

Message by the Minister for Senior 
Citizens and Active Ageing

Message by the Chairperson of the 
Authority 

Hon. Michael Farrugia Dr Katya De Giovanni

The year 2020 has been one of great 
challenges. Although the Social Care 
Standards Authority is still in its infancy, 
it had to roll up its sleeves and keep up 
with the drastic changes needed tackle the 
challenges posed by this pandemic. 

Most of our employees changed their role 
and were heavily involved in swabbing 
and contact tracing during most of this 
past year. Nevertheless, work on the other 
aspects falling under the remit of the 
Authority were still carried out. Ensuring 
the highest quality standards for those who 
are vulnerable within our population is and 
will continue to be our main responsibility. 
As the board responsible for the strategy 
and the smooth running of the operation 
of this Authority, we will continue to ensure 
that it attracts high quality personnel who 
are committed to this endeavour. It will 
also ensure that all employees maintain 
the highest quality practices and involve 
themselves in continuous professional 
development to ensure that we lead by 
example.
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Message by the Chief Executive 
Officer of the Authority 

The year in milestones

Beacon of dialogue and collaboration

Mr Matthew Vella

It is often said that one cannot spell challenge without 
change. In this respect, the issuance of the second 
edition of the Annual Report of the Social Care Standards 
Authority is distinct to memorialise the milestones and 
accomplishments conquered in 2020. In particular, in an 
unprecedented year, the Authority rose to the occasion 
and took on additional roles in order to sustain the 
social welfare sector in the COVID-19 pandemic without 
hindering its business processes.

2020 marked the first year of 
implementation of the Strategic Vision 
for the upcoming seven years. In this 
respect, the business operations of the 
Authority merged into the formation of 
three Directorates, namely the Operations, 
Strategy and Social Intelligence and 
Governance and Assurance Directorates. 
In this way, the Authority ensured the 
continuation of homogenous processes 
and actions within the different offices. 
This cohesion also continued through the 
establishment of the Enforcement and the 
Initiatives and Projects Offices within the 
Office of the Chief Executive Officer. 

Through these offices, the Authority 
enhanced its expertise with the inclusion 
of practice nurses and occupational 
therapists directly from the field as well as 
the implementation of the Masterplan for a 
People Integrated System. 
The latter Masterplan focused its energy 
on the simplification of processes and 
digital tools that shall automate many of the 
Authority’s processes.

As part of its Strategic Vision, the Authority 
also launched its Service Users Advisory 
Groups with the aim of further implementing 
a person-centred approach in all its 
procedures. 

In a challenging year for social welfare 
services, the Inspectorate Office has been 
crucial in ensuring that social welfare 
services are monitored to implement the 
necessary standards and quality indicators.
In this respect, a total of 2,904 visits were 
conducted, be it on a physical or virtual 
basis.  

A considerable number of visits were 
also conducted in collaboration with the 
Enforcement Office due to the technical 
expertise demanded in relation to infection 
control.

Whilst many of the conference initiatives 
planned for 2020 such as, the National 
Adoptions Conference, the National Quality 
Conference and the National Conference 
for Older Persons had to be cancelled 
due to the pandemic, the Marketing and 
Communications Office collaborated with 
international stakeholders to hold planned 
events in a virtual manner. One of such 
events was conducted in partnership with 
the European Partnership for Supervisory 
Organisations in Health Services and Social 
Care (EPSO). 

The exceptional circumstances created by 
the COVID-19 pandemic led the Social Care 
Standards Authority not only to upsurge 
its activities particularly in relation to the 
necessary inspection and monitoring visits, 
but also collaborate in several stakeholder 
initiatives to plan and implement the 
necessary protocols for the different social 
welfare sectors in collaboration with Public 
Health Authorities. 

Through its Collaborative Platforms for the 
different sectors, the Authority continued 
to keep in touch with the different service 
providers in order to ensure an environment 
of dialogue and collaboration despite the 
circumstances. These platforms have 
allowed professionals and service providers 
to discuss and exchange their views on 
matters directly affecting them in their 
respective area of expertise.

Furthermore, through the Regulations and 
Standards Office, the Authority published 
Social Regulatory Standards for residential 
and office-based services in alternative 
care as well as Social Regulatory Standards 
for High Dependency and Chronic Care 
Services for Older Persons. Consequently, 
Social Regulatory Standards for residential 
services for older persons and for 
victims of domestic and gender-based 
violence were also launched for public 
consultation. Through this Office, the 
Authority also drove forward the regulations 
for residential homes for older persons, 
which has albeit been delayed due to 
the COVID-19 pandemic. In this respect, 
within this Directorate work also ensued 
in the finalisation of a Social Intelligence 
exercise concerning adoption as well as the 
continuation of actions and measures within 
the National Adoption Strategy.

Through its Licensing Office, the Authority 
issued a total of 240 licences and 
accreditation to the different social welfare 
services within the different sectors in the 
Authority’s remit. Consequently, through the 
same Office, the Authority also issued the 
necessary recommendations to enhance 
the service quality of social welfare service 
provision offered to the different target 
groups. 

Consequently, as from May 2020, the 
Authority took on the additional role of 
Swabbing Hub in order to sustain different 
vulnerable groups in such critical time.
The objective of this exercise was to prevent 
and anticipate as much as possible any 
possible outbreaks.

By the end of 2020, a total of 55,000 swabs 
were distributed to the different social 
welfare services. As part of this process, the 
Authority’s staff members were distributed 
in order to conduct the necessary 
administrative inputting, distribution, 
confirmation of results as well as carry out 
the necessary contact tracing. Through its 
Licensing Office, the Authority also issued 
Emergency Licences for social welfare 
services operating in these emergency 
circumstances. 

At the end of 2020, the Social Care 
Standards Authority also took on a central 
role in the Vaccination Programme for 
vulnerable groups within its remit starting 
with residents and staff within residential 
homes for older persons.

In view of this, the internal teamwork 
and alliance between all Offices is to be 
commended in ensuring that the Authority’s 
endeavours were conducted in a cohesive 
and efficient manner in order to continue 
defending the most vulnerable groups in 
society throughout such period.
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Endurance and Consolidation

Initiatives and Special Projects 

Henceforth, these accomplishments 
and events will not halt in 2021, with the 
Authority continuing the implementation 
of its Strategic Vision for 2020-2027 and 
the continuation of its role in the National 
Vaccination Programme. These actions 
incorporate the ambitious and attainable 
spirit within the Authority which aims to 
continue putting the most vulnerable groups 
in society at the centre. This vision aims 
to continue harvesting its investments in 
the Authority’s human resources as well 
as ensuring that the necessary technology 
developments are in place to guarantee 
smoother running of the services offered. 
Additionally, such strategic vision shall 
safeguard the collaboration with service 
users and service providers in order to 
ensure provision is of the highest quality.

The year 2020 has seen the establishment 
of two new branches within the Office of 
the Chief Executive Officer, namely the 
Initiatives and Projects Office and the 
Enforcement Office. While the former took 
on the implementation of different initiatives 
within the Social Care Standards Authority 
particularly relating to technology, the latter 
have been instrumental in the execution of 
training ingenuities, monitoring, and control 
particularly relating to infection prevention 
and control. 

The main reference points for the Initiatives 
and Projects Office, in line with Strategic 
Objectives 3 and 4 of the Strategic Vision 
2020-2027, align with investments in 
technology advancements and the 
refurbishment of Vincenzo Bugeia Institute 
hosting the offices of the Social Care 
Standards Authority. 

In 2020, this Office continued to monitor 
and supervise the works being conducted 
in relation to the refurbishment project in 
progress in the building hosting the offices 
of the Authority. The renovations in progress 
match the Authority’s endeavours whilst 
respecting the historical status of the 
building in itself.

As outlined in the Strategic Vision, the Social 
Care Standards Authority is committed to 
invest heavily in updating its technology 
infrastructure in order to simplify its 
processes and reduce bureaucracy. 
In this respect, a Masterplan for a People 
Centred Integrated System has been drafted 
outlining the different processes and way 
forward necessary in order to digitalise the 
different processes within the Authority. 
Additionally, in collaboration with the 
necessary stakeholders particularly the 
Office of the Chief Information Officer, this 
Office is working towards the incorporation 
of Blockchain, Artificial Intelligence and 
a Supervisory system within its business 
operations. This Office is also working 
towards the utilisation of eForms to 
kickstart the licensing process as well as 
the use of a digital application with regards 
to the feedback process.

Looking back at such positive achievements 
and hardworking endeavours, I would like 
to extend my appreciation to Hon. Michael 
Falzon, Minister for Social Justice and 
Solidarity, the Family and Children’s Rights, 
former Parliamentary Secretary for Active 
Ageing and Persons with Disability Hon. 
Silvio Parnis, current Minister for Senior 
Citizens and Active Ageing, Hon. Michael 
Farrugia and Permanent Secretary Mr Mark 
Musu for their support throughout the year.

I would also like to show my gratitude to 
the Board of Directors, Senior Management, 
and staff for their cooperation in managing 
to attain these accomplishments. Lastly, 
I would like to thank all stakeholders, 
professionals, service users and relatives 
who are at the centre of the efforts 
conducted by the Social Care Standards 
Authority to ensure that social welfare 
services are being led with the principles of 
quality and good governance. 

Office of the 
Chief Executive Officer 
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Enforcement Office 

Following publication of Legal Notice 
153 of 2020, the Social Care Standards 
Authority established its Enforcement Office 
reporting to the Office of the Chief Executive 
Officer. Henceforth, the aim of this Office 
is to ensure the necessary monitoring and 
enforcement of the quality of all social 
welfare services and to ensure that the 
necessary Quality Assurance verifications 
are being conducted. In 2020, this Office 
has been construed of two practice nurses 
specialising in patient safety and infection 
control and two occupational therapists. 

The Enforcement Office has been 
instrumental in the implementation of a total 
of 203 visits in the different social welfare 
services within the remit of the Social Care 
Standards Authority as well as 155 visits 
conducted jointly with the Inspectorate 
Office particularly in relation to infection 
prevention and control. Furthermore, this 
Office has been imperative in the execution 
of several training initiatives to ensure that 
all social welfare services are implementing 
the necessary protocols and plans to 
prevent outbreaks as much as possible. 

Table 1: Number of Visits per month for Residential Services for Older Persons

September

October

November

December

10

27

48

44

TOTAL 129

MONTH TOTAL VISITS

Table 3: Number of Visits per month for Residential Services for Children in Alternative Care

September

October

November

17

2

28

TOTAL 47

MONTH TOTAL VISITS

Table 4: Number of Visits per month for Residential Services for Shelters

September

October

1

1

TOTAL 2

MONTH TOTAL VISITS

Table 2: Number of Visits per month for Residential Services for persons with Disability

October

November

December

8

14

3

TOTAL 25

MONTH TOTAL VISITS

Visits

12 13

Table 1: Number of Visits per month for Residential Services for Older Persons

Table 3: Number of Visits per month for Residential Services for Children in Alternative Care Table 4: Number of Visits per month for Shelters

Table 2: Number of Visits per month for Residential Services for Persons with Disability

Older Persons

 Children in Alternative Care

Persons with Disability

Shelters



Table 5: Total number of joint visits per month

September

October

November

45

44

53

December 13

TOTAL 155

MONTH TOTAL VISITS

Table 6 : Number of Visits per month for Residential Services for Older Persons

September

October

November

44

44

41

December 12

TOTAL 141

MONTH TOTAL VISITS

Table 8 : Number of Visits per month for Residential Services for Children in Alternative Care

November 4

TOTAL 4

MONTH TOTAL VISITS

Table 8 : Number of Visits per month for Shelters

November 1

TOTAL 1

MONTH TOTAL VISITS

Table 7 : Number of Visits per month for Residential Services for Persons with Disability

September

October

November

1

0

7

December 1

TOTAL 9

MONTH TOTAL VISITS

Joint Visits

14 15

Table 5: Total number of joint visits per month

Table 7: Number of Visits per month for Residential Services for Persons 
with Disability

Table 9: Number of Visits per month for Shelters

Table 6: Number of Visits per month for Residential Services for Older Persons

Table 8: Number of Visits per month for Residential Services for Children in 
Alternative Care

Total Joint Visits Older Persons

Persons with Disability Children in Alternative Care

Shelters



Operations Directorate

Mr Michael Mizzi

Overview

COVID-19
Finance Office

The Operations Directorate was formed in 2020 through 
the merging of the existing Corporate Services and 
Finance Offices, and was given responsibility for the 
Authority’s overall administrative functions, including:

The Social Care Standards Authority was 
entrusted additional responsibilities during 
2020 to enable it to support the Public 
Health’s efforts to contain the Pandemic in 
the facilities providing services and licensed 
by the Authority.

Staff at the Social Care Standards Authority 
took on the responsibility for co-ordinating 
swabbing exercises in residential homes 
for older persons, including the creation 
of swabbing schedules for all residential 
homes and checking of all test results. 
To ensure support was available, two 
dedicated mobile phone numbers were set 
up, manned by the Authority’s management 
on a 24/7 basis, through which all state-
provided services and all residential homes 
management could reach the Authority for 
advice or to co-ordinate any emergency 
swabbing needed over and above that 
already scheduled by the Authority.

The Directorate also maintains a separate 
Finance Office, which is headed by an 
Accountant. The core functions of the 
Finance Unit are the following:

The Authority also procured and distributed 
medical and personal protective equipment 
for use during inspection of residential 
homes. 

The setup of the Enforcement Office staffed 
by two Allied Health Professionals and 
two Practice Nurses proved invaluable by 
providing the necessary expertise required 
both for regulation as well as in assisting 
the service providers as and when needed.  

In order to ensure that the required services 
kept on being provided, the Authority was 
instrumental in publishing Legal Notice 
149/2020 that provided that: 

In order to provide the necessary support 
and guidance to the respective service 
providers and residents/service users, a 
more flexible timetable was introduced for 
the Authority’s employees.

Administrative Services;

Transport;

Procurement;

Facilities and Equipment;

Finance; and

Human Resources.

services offered to individuals with 
problems related to substance 
abuse and other dependencies, 
adults, children in alternative 
care, persons with disability, older 
persons;

Maintenance of the account books 
of the Authority;

Co-ordination of the financial 
aspect of the Bugeia Institute 
Refurbishment Project.

Compilation and monitoring of the 
Annual Financial Budget;

respite services for persons with 
disability; and

The management of all accounting 
activities including the running of 
the accounting application;

Payroll of the Authority;

shelter and temporary 
accommodation for adults, older 
persons with dementia, and 
residential services for domestic 
violence shall continue to be 
provided. 

Preparation and presentation of 
statutory financial statements and 
management reports;

Risk Management function; and

A number of university students were 
also engaged on a part-time basis to 
alleviate some of the extra workload. These 
initiatives resulted in the Authority being 
operational for thirteen hours every day, and 
to carry on with its Regulatory functions as 
well as taking on the new responsibilities.

In May 2020, a continuous swabbing 
exercise was introduced for all residential 
homes for older persons and for children 
in alternative care. The aim behind this 
exercise was to try and anticipate any 
possible outbreaks. By year end a total 
amount of fifty-five thousand swabs were 
distributed to the respective services. This 
exercise entailed not only the distribution 
of the swabs but also the required data 
inputting. Following the actual swab, the 
Authority’s employees were also tasked 
with checking and informing the service 
providers with the results as well as carry 
out the required contact tracing. 
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Achievements Risk Management Progress Report

In February 2020, the audit for the 
Authority’s Financial Statements for 
2019 was concluded by the Authority’s 
external auditors.   After carrying out the 
audit according to international auditing 
standards and applicable legislation, a clean 
audit report was issued.

Throughout the year the Finance Office 
managed to carry out its responsibilities 
within the established timeframes, both 
internally through the presentation of 
Management Reports and Budget Variance 
Analysis and also with respect to the 
submission of monthly and quarterly reports 
through the online Financial Data Reporting 
System (FDRS).  The financial reports 
were presented on a monthly basis to the 
Financial Management and Monitoring 
Committee, which was set-up to evaluate 
the financial results, including budget 
variances and give direction to the Finance 
Office for the future.

The Finance Office submitted the budget 
requirements for 2021 in July 2020. 

The below sections outline the initiatives 
implemented and results achieved by the 
Directorate through 2020.

During the first quarter of 2020, a Document 
Registration System was rolled out 
throughout the Authority. This system 
involves the stamping of all documentation 
reaching the Authority in order to certify 
the date of receipt, and the Social Care 
Standards Authority Official receiving the 
document. Further entries are made when 
the document changes hands, providing a 
paper trail which confirms all individuals 
who have had custody of the document, 
and when the transfer was effected. This 
enables the Authority to quickly trace 
any documentation and provide evidence 
of receipt and/or custody if required by 
any public authorities. All Authority staff 
involved in the use and maintenance of 
this log were provided with training prior to 
implementation of the system.

In October 2020, a GDPR compliant, 
electronic time and attendance monitoring 
system was introduced, replacing sign-
in sheets with a card-scanning device. In 
addition to reducing paper use and being a 
tamper-proof record of hours worked, this 
system was also considered to be safer 
from a health perspective, with employees 
issued their own card rather than requiring 
multiple employees to handle the same 
sheets of paper and pens. 

The Social Care Standards Authority intends 
to complement this system with a fully 
digitalised Human Resources system that 
will allow for vacation leave application, 
sick leave, training records as well as for 
employees themselves having full access 
to their personal information online. This 
will form part of the Social Care Standards 
Authority’s strategic Human Resources 
programme.

Work schedules for all employees were 
temporarily adjusted in order to meet the 
demands of the Authority’s COVID-19 
responsibilities, which required a number of 
staff to be available after regular working 
hours in order to process swab test results, 
communicate with residential home staff, 
and initiate any necessary contact tracing. 
Staff were provided with a choice between 
early and late shifts, and were also given the 
opportunity, on a voluntary basis, to carry 
out overtime during weekends to ensure that 
the Authority’s new responsibilities were 
met.

Implementation of a Document Registration 
System

Upgrading of Time and Attendance System 
and Temporary Implementation of Adjusted 
Work Schedules

During 2020, the Risk Management 
Committee approved the Authority’s Risk 
Register and the corresponding Risk Matrix.  
The Risk Register incorporates the top 20 
Risks and identifies the corresponding 
risk mitigation actions required. The 
Risk Register is being used as the basis 
of the Internal Audit Plan which was 
also presented to the Risk Management 
Committee.  It is the intention of the 
Authority to adopt a risk-based approach in 
its Internal Audit initiative.
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During 2020, two new vehicles were added to the Authority’s 
existing fleet of vessels, with a motor van and a hatchback 
leased. These vehicles were required in view of the added 
workload both in terms of new functions as well as the increase 
in inspection visits that were required to ensure services were 
up to the expected standards and regulations. These vehicles 
were also used for the delivery of swabs and other equipment to 
residential homes as well as for Authority staff to carry out any 
other official engagements off Authority premises.

Following up on the Authority’s Human Resources Plans 
submitted in 2019, the Operations Directorate issued 
thirty-five separate recruitment processes during 2020.  
The process entailed the issuing of a call for applications, 
vetting of the applications, the interviewing process, 
publication of the results and drawing up of the respective 
contracts. In line with the Authority’s Strategic Human 
Resources Policy an on-boarding process was introduced 
to ensure that the new employees integrated fully to their 
new work environment. 

Six of the employment calls were replacements for 
staff who left their post, while fifteen were calls for new 
positions that were required within the Authority. The rest 
of the calls were issued following promotions.

Increase in the Social Care 
Standards Authority’s Vehicle Fleet

Recruitment

The Social Care Standards Authority 
strongly believes that its greatest asset are 
its employees. Apart from trying to attract 
the best possible talent, the Social Care 
Standards Authority advocates a continuous 
training programme so that employees can 
acquire new skills and competencies and 
update their knowledge. This will ensure 
they are fully capable of carrying out their 
current duties as well as being prepared for 
future opportunities. Towards this aim, each 
manager is expected to draw up a training 
programme for all employees within their 
Unit. 

During the year under review there were a 
total of 192 training sessions for staff. The 
sessions covered a wide range of subjects, 
including inter alia; Information Technology, 
Accounts, Report Writing, and Infection 
Control.

Training
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Strategy and Social Intelligence Directorate

Ms Francesca Muscat Camilleri 

The Strategy and Social Intelligence 
Directorate started operating in May 2020. 
A number of previously separate offices 
now report directly to the Director Strategy 
and Social Intelligence. These include 
the Licensing Office, the Regulations and 
Standards Office, the Social Intelligence 
Office, the Strategic Research and 
Development Office, and the Central 
Authority. 

In line with Part IV of Chapter 582 of the 
Social Care Standards Authority Act 2018, 
the Licensing Office within the Social 
Care Standards Authority is responsible 
for receiving, acknowledging, and vetting 
Licensing applications for social welfare 
services in Malta and Gozo.  The Licensing 
Office is responsible for issuing, revoking, 
or refusing the granting of a licence for 
a social welfare service – this is based 
upon inspection visits carried out and 
evidence gathered by the Authority’s 
Inspectorate Office. The latter formulate 
their feedback further to conducting the 
necessary inspections in accordance with 
Social Regulatory Standards set out by 
the Authority’s Regulations and Standards 
Office. 

In 2020, the Licensing Office continued to 
establish a working relationship with all 
licensed service providers through its role 
and functions, mainly providing feedback 
and guidance on the process for the renewal 
of licences.   In parallel, the Office also 
continued to vet and process new licence 
applications received through the year 2020.

Between January and December 2020, the 
Licensing Office accredited/licensed the 
below services. 

The Licensing Office is also involved 
with investigating matters regarding non-
compliance by licensed service providers.  
Together with the Legal Office, the Licensing 
Office is involved in any other ancillary 
legal and compliance issues which arise 
from time-to-time and could impact the 
quality of the service provided by a social 
welfare service licensed by the Social Care 
Standards Authority.

Licensing Office Progress Report
Overview
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3 Adoptions Agencies

Fostering service1

Residential Service for Immigrants and Asylum Seekers [Unaccompanied Minors]1

Residential Service - Rehabilitation in Society1

Community Services for Persons with Disability1

Supported Accommodation 6

Residential Service for Persons with High Dependency and Chronic Care9

Active Ageing Centres for Older Persons9

Day Centres for Persons with Disability19

Day Centres for Older Persons living with Dementia2

Residential Homes for Older Persons37

Residential Homes for Persons with Disability25

Residential Homes for Children in Alternative Care25

Amount of 
Services Type of service

1 Shelter and Temporary Accommodation for Older Persons

Shelter and Temporary Accommodation for Families2

Office Based Services for Persons with Disability9

Office Based Services for Children in Alternative Care5

Services with terminated licence43

Office Based Services for Family3

Office Based Services for Victims of Domestic Violence2

Generic Office Based Services 11

Office Based Services - Health Institutions4

12 Office Based Services for Persons with Addictions related to Drugs, Alcohol and Gambling

Emergency Licences in Exceptional Circumstances Regulations under L.N. 74 of 202017

Shelter and Temporary Accommodation for Adults6

Shelter and Temporary Accommodation for Older Persons living with Dementia1

Shelter and Temporary Accommodation for Victims of Domestic 3

Community Services for Minors2

Community Services for Families25

Generic Community Service1

Respite Services for Older Persons2

Respite Services for Persons with Disability5

7 Residential Service for Persons with Addictions related to Drugs, Alcohol and Gambling)

A:  Recommendations sent (not related to COVID-19)

2.

1.
Number of Recommendations between 
January - December 2020 (not related to COVID-19)

Type of Recommendation
 (Recommendations not related to COVID-19)

Environment/Structure

Quality Care

Service Management

Organised Activities

Numbers of Recommendations sent

371

115

97

148

11

3.
Types of Social Welfare Services

Residential Homes for Older Persons

Residential Homes for Persons with Disability

Day Centres for Persons with Disability

Shelters and Temporary Accommodation for Families

Community Services for Families

Residential Service for Persons with High Dependency Chronic 
Care Services

Numbers of Recommendations sent
(not related to COVID-19)

313

30

10

16

1

1

Following inspection visits carried out by the Inspectorate Office, the Licensing Office also vetted 
and processed the following recommendations for improvements in the service provision:

 A total of 240 entities were accredited/licensed as follows:

24 25

Table 10: Licensed Services

Table 11: Recommendations sent (not related to COVID-19)



B: Recommendations sent related to COVID-19

4.Number of Recommendations sent regarding 
COVID-19  (from 15 August - 31 December 2020) 1806

5.
Types of Social Welfare Services

Residential Homes for Older Persons

Day Centres for Persons with Disability 

Shelters and Temporary Accommodation for Victims of 
Domestic Violence

Residential Homes for Children in Alternative Care

Residential Homes for Persons with Disability 

Active Ageing Centres for Older Persons

Numbers of Recommendations sent
regarding COVID-19

1360

14

9

139

256

3

Shelter and Temporary Accommodation for Adults 3

Shelters and Temporary Accommodation for Families 2

Community Services for Families 8

Office Based Services for Persons with Addictions related to 
Drugs, Alcohol and Gambling 12

Moreover, team members from the 
Licensing Office also carried out inspection 
visits together with Assessors from the 
Inspectorate Office as part the pre-licensing 
process for new licence applications.

The Licensing Office drafted the step-
by-step licensing process in view of the 
proposed digitalisation process to be 
developed for the processing of licence 
applications.

This Office vetted a number of proposed 
new social welfare premises by service 
providers which were presented to the 
Planning Authority for the Authority’s 
approval or otherwise.

The Office also held several one-to-one/
virtual meetings with prospective social 
welfare service providers who expressed 
their wish to meet with representatives from 
the Authority to request more information on 
the licensing process.

Article 20 of the Social Care Standards 
Authority Act, Chapter 582 of the Laws 
of Malta mandates the said Authority is 
to publish a list of all the licensed service 
providers as well as a list of all those service 
providers whose licence was revoked and 
any changes in the conditions required 
for licensing renewal in the Government 
Gazette.  The Licensing Office established 
an online register with the corresponding 
licensing information for each social welfare 
service licensed.  The online register is 
available on the website of the Authority and 
is updated regularly.

In 2021 the Licensing Office will initiate a 
renewal process for all its licensed social 
welfare services licensed in 2020 as per 
Article 17 of the Social Care Standards 
Authority Act, Chapter 582 of the Laws 
of Malta. The Office will also continue 
to receive and process new licence 
applications.  

The Licensing Office aims to continue 
ameliorating and facilitating the licensing 
process to provide a simplified and less 
bureaucratic procedure. 

In addition, this Office shall also provide 
feedback in relation to the proposed 
digitalised system currently in the pipeline. 
Furthermore, the Office is committed 
towards the continuous professional 
development and wellbeing of its team 
members to constantly improve its work as 
an office. 

In the year 2021, the Licensing Office will 
continue to adopt a collaborative approach 
for the ultimate benefit of the service 
users who are vulnerable and in need of 
protection.

The role of the Licensing Office during COVID-19 pandemic
The Licensing Office took a central role 
during the COVID-19 pandemic by:The below recommendation letters were 

subsequently issued by the Licensing Office:

Between August and December 2020 there 
was an increase in COVID-19 cases, which 
prompted the Authority to increase the 
number of visits to ensure infection control 
measures were being respected. 

communicating continuously 
with all licensed service 
providers;

keeping abreast with COVID-19 
developments as they evolved 
and immediately informing 
and guiding licensed service 
providers through a number of 
circulars issued by this Office; 
and 

attending and providing 
guidance to queries received 
from service providers on 
the effects of the COVID-19 
pandemic on social welfare 
services;

processing and issuing 17 
Emergency Licenses for social 
welfare services as per Legal 
Notice 74 of 2020 in order to 
cater for new challenges in the 
social field due to the COVID-19 
pandemic.

assisting with the COVID-19 
testing programme of service 
users and staff working 
in licensed social welfare 
services; 

Way Forward
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Regulations and Standards Office

Progress Report

In line with the progress registered in the 
previous year, this Office continued with 
the steady pace of developing new Social 
Regulatory Standards for social welfare 
services across various sectors. 

The first two sets of standards launched in 
2020 were the residential services and the 
office-based services for alternative care. 
The Easy-Read version of these sets is child 
friendly with the scope of dissemination 
to children making use of alternative care 
services.

This set of standards was launched early in 
2020 following a Public Consultation held 
the previous year. 

With the scope of replacing the National 
Minimum Standards for Care Homes for 
Older People, this set of standards was 
launched for Public Consultation early in 
2020. The Public Consultation period was 
extended twice as a result of the COVID-19 
Pandemic to ensure that all residential 
homes would have enough time to provide 
feedback. As at end 2020 the necessary 
changes have been carried out and the 
standards are set for official launch. 

In 2021, this Office will continue to work on 
establishing Social Regulatory Standards 
in the areas of Domestic Violence, Older 
Persons, and Older Persons living with 
Dementia, which are not yet covered in the 
existing Standards. Review of the existing 
Social Regulatory Standards will continue.

Social Regulatory Standards for Children in 
Alternative Care: Residential Services and 
Office Based Services

Social Regulatory Standards for High 
Dependency Chronic Care services for Older 
Persons

Social Regulatory Standards for Residential 
Services for Older Persons 

These two sets of standards were launched 
for Public Consultation in July 2020 and the 
necessary changes have been carried out. 
These sets are also set to be launched in 
2021. 

Research associated with this set of 
standards was initiated and drafting of 
the standards for Public Consultation is in 
progress. 

The effect of the pandemic on this office 
was the delay in the launch of the final sets 
of some of the standards and the drafting 
of the generic residential services together 
with other standards related to older 
persons, including dementia. 

These have been drafted and the process 
was started for the accompanying Legal 
Notice. Their coming into force was delayed 
as a result of the COVID-19 pandemic. 
Related work is set to continue in 2021.

This set of Social Regulatory Standards has 
been drafted and are set to be launched for 
Public Consultation in 2021. 

Social Regulatory Standards for Victims 
of Domestic Violence and Gender Based 
Violence: Residential Services, and 
Community and Outreach Services

Social Regulatory Standards for Supported 
Temporary Accommodation and Semi-
Independent Living

Regulations for Residential Services for Older 
Persons

Social Regulatory Standards for Active Ageing 
Centres for Older Persons

COVID-19 effect 

Way Forward
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Social Intelligence Office

Progress Report

Recruitment of officers continued in 2020 to 
further strengthen this team and throughout 
2020 the Social Intelligence Office started 
developing Social Intelligence Projects 
based on the 5D approach. In these research 
projects, the managers of the service, the 
service providers, the service users and their 
families, and Assessors from the Social 
Care Standards Authority are involved. 

In 2020, a Social Intelligence project on 
adoption services was completed. The aim 
of the study was to analyse the financial 
aspects related to the adoption process and 
the quality of service offered by adoption 
services in Malta.

Semi-structured questionnaires were used 
to analyse these aspects of adoption. The 
general results were then presented to the 
adoption agencies through a collaborative 
platform and specific issues discussed with 
each agency separately. Due to the COVID-19 pandemic, research 

had to be halted and consultation meetings 
started being held online.

It is envisaged that in 2021, Social 
Intelligence Research Projects will be 
completed in the following areas:

This exercise was also linked to three 
particular outcomes of the National 
Adoption Strategy:

The idea of developing a Consultation 
Group was suggested and developed. It 
was implemented for a Social Intelligence 
Research Project on Youth 18+ in Supported 
Accommodation. This specific social 
intelligence exercise is being done in 
collaboration with MCAST.

Additionally, separate literature reviews 
for three Social Intelligence Projects were 
initiated by the end of 2020: 

1.6 - Only costs and expenses, 
including reasonable 
professional fees of persons 
involved in adoptions, are 
charged or paid;

1.7 - Prospective adoptive 
parents are better informed of 
costs and are able to identity 
unfair financial practices; and

 3.8 – Standards, Guidelines, 
Policies and Recommendations 
are adjusted based on 
information gathered on 
the adoption agencies’ 
performance in delivering 
adoption services.

Youth 18+ in Supported 
Accommodation;

Youth 18+ in Supported 
Accommodation (preparedness 
for independent living);

Day Centres for Persons with 
Disability; and

Day Centres for Persons with 
Disability (benefits gained by 
target users); and

Residential Homes for Older 
Persons.

Residential Homes for Older 
Persons (COVID-19 effects and 
life after the pandemic).

COVID-19 effect

Way Forward
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Strategic Research & 
Development Office
Progress Report

Recruitment of officers within this Office 
started in 2020 with the aim of having 
a section focusing on development of 
tools and implementing research for 
statistical purposes. Together with the 
Social Intelligence office, the Social Care 
Standards Authority now has a centralised 
hub focusing on research, collection of data 
and structured statistical analysis. This to 
ensure the implementation of a significant 
portion of the Authority’s seven-year 
strategy. 

Meetings with the Inspectorate, Licensing, 
and Enforcement Office were held 
to devise a prefabricated system for 
recommendations. The scope of this 
system is to ensure a continuous structured 
analysis of the recommendations being 
issued. 

Between 21st September 2020 and end October 2020:

November 2020 :

December 2020 :

Staff within the Strategy and Social 
Intelligence Directorate, together with 
employees from other offices in the 
Authority, were tasked with doing the 
contact tracing related to positive staff and 
residents in residential services licensed by 
the Social Care Standards Authority. Staff 
were trained by Public Health and Infection 
Control Unit and this Office was tasked with 
collecting data related to contact tracing.In 2020, the following tools were developed: 

Monthly Statistics for 
Residential Homes for Older 
Persons (as a pilot project in 
November 2020);

Contingency Plan Template 
(supporting residential homes 
for older persons in forming 
their contingency plans); and 

Contact Tracing Statistics.

COVID-19 effect 
TOTAL NO.
OF CASES

112 49 63 583

TOTAL NO. 
OF STAFF

TOTAL NO. OF 
RESIDENTS

TOTAL NO. OF PEOPLE 
CONTACTED FOR 

CONTACT TRACING 
PURPOSES

442 100 342 1111

TOTAL NO. 
OF STAFF

TOTAL NO. OF 
RESIDENTS

TOTAL NO. OF PEOPLE 
CONTACTED FOR 

CONTACT TRACING 
PURPOSES

TOTAL NO.
OF CASES

207 44 163 487

TOTAL NO. 
OF STAFF

TOTAL NO. OF 
RESIDENTS

TOTAL NO. OF PEOPLE 
CONTACTED FOR 

CONTACT TRACING 
PURPOSES

TOTAL NO.
OF CASES

Table 13: Contact Tracing September - December 

Way Forward

It is envisaged that in 2021 the following 
projects will continue:

It is projected that in 2021 the following 
initiatives will be initiated: 

Monthly Statistics for 
Residential Homes for Older 
Persons;

Monthly Fact Sheet with 
Statistics;

Contact Tracing Statistics; and 
Report on Recommendations 
and Conditions of Licensing; 
and 

Development of Prefabricated 
System for Recommendations.

Code of Standards and 
Conducts.
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Malta Central Authority 

International obligations as per respective 
Legal Instruments related to Child Abduction, 
Child Protection and Family Maintenance. 

Progress Report

As the designated Mata Central Authority 
in these areas, the Social Care Standards 
Authority dealt with a number of incoming 
cases and requests from other countries 
whilst processing outgoing cases. 

Some cases had to be stalled both 
nationally and internationally due to the 
closure of both Courts and Airports as a 
result of the pandemic.

The Malta Central Authority office 
contributed towards the assessment of 
adoption agencies to be re accredited for 
the next two years.  In 2020, all adoption 
agencies were inspected and assessed 
in line with the enacted Social Regulatory 
Standards: Adoption of Children launched 
in December 2018 by the Social Care 
Standards Authority.    

Three Adoption agencies were re-accredited 
to operate and provide services to adoptees, 
adoptive families, and birth families.

The Malta Central Authority Office 
coordinated and monitored the outputs due 
to be completed in 2020 in line with the 
National Adoption Strategy for Children and 
their Families 2019-2022.  The below table 
provides an update on outputs completed or 
in progress:

Social Regulatory Standards: Adoption of 
Children (2018)

National Adoption Strategy for Children and 
their Families (2019-2022)

COVID-19 effect

National Adoption Strategy For Children and Their Families 
2019-2022

Output 
No.

Percentage
CompletedOutputs – January to December 2020

The Regulations and Standards Office develops policies based on the enactment of the 
Minor Protection (Alternative Care) Act 2019.

The Authority develops frameworks to assist agencies to develop policies and 
procedures.

The Authority sets up an Adoptions Coordination & Simplification Group to assess 
adoption processes to eliminate unnecessary delays.

The Research Advisory Group conducts research on the local adoption of children.

The Authority, through the Regulations and Standards Office and the C.A. Office, sets up 
an I.T. system that can be accessed by service users and service providers alike as well 
as other pertinent entities.

The C.A. Office engages with authorities of established countries to enhance adoption 
services.

An independent entity performs a due diligence exercise on countries that may 
potentially be open to accepting applications from Maltese prospective adoptive 
parents to adopt children.

Adoption agencies train staff on child development, attachment, maltreatment and 
neglect of children and effects of delays in achieving permanence.

1.2 50%

50%

50%

50%

50%

80%

80%

75%

2.3

3.7

1.4

3.4

3.5

3.6

2.1

Adoption agencies train staff on issues raised by children’s ethnicity, culture and 
language.2.2

The Research Advisory Group carries out research on the adoption of specific groups of 
children.1.9

The Legal Office and the Regulations and Standards Office review and propose 
amendments to the Adoption Administration Act (2008).1.1

The Legal Office and the Regulations and Standards Office propose amendments to the 
Adoption Administration Act (2008) in relation to search of origin.1.12

75%

0%

100%

100%

The Authority, through the Quality Assurance Office, identifies appropriate channels for 
the dissemination of research and recommendations.

The Collaborative Platform consults with adoption agencies to establish adoption 
services fees.

The adoption agencies revamp training courses for prospective adoptive parents.

The Research Advisory Group undertakes a study of the time span of each stage of local 
adoption proceedings and recommends efficient and effective timeframes.

The C.A. Office opens dialogue with Central Authorities of sending countries to 
determine costs of adoptions overseas.

The C.A. Office enters into dialogue with established countries to enhance the gathering 
of information on adopted children.

The Collaborative Platform gives feedback to the Authority on agencies’ implementation 
of Standards and recommendations.

3.3 0%

50%

0%

0%

50%

75%

100%

1.6

1.8

3.1

1.7

1.11

3.8
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Unfortunately, due to the COVID-19 
pandemic, the National Adoption 
Conference 2020 planned to take place in 
April 2020 had to be cancelled due to the 
infection-control restrictions which were in 
place at the time. 

In July 2020, the Malta Central Authority 
once again participated in the Working 
Group on Preventing and Addressing Illicit 
Practices in Intercountry Adoption set 
up by The Hague Conference Permanent 
Bureau.  Due to COVID-19 restrictions, the 
said meeting was held virtually, and it was 
attended by 58 representatives representing 
24 countries as well as representatives 
from international NGOs, such as UNICEF, 
ISS, ICAV and NAC.  The agenda set for 
the meeting was for the working group to 
consider the development of more effective 
and practical forms of cooperation between 
countries to prevent and address specific 
instances of abuse, and to finalise the 
proposed Toolkit as discussed during the 
in-person meeting held in 2019.  

In line with the 1993 Hague Convention 
obligations, the Malta Central Authority 
continued to liaise and cooperate with other 
Central Authorities party to the Convention.  
The Malta Central Authority established new 
cooperation on intercountry adoptions from 
Vietnam and Colombia.

In December 2020, the Malta Central 
Authority participated as key speaker in a 
webinar organised by CARA, India Central 
Authority titled Adoption of Older and 
Special Needs Children.  The Malta Central 
Authority shared its experience on the needs 
of children and their adoptive families who 
decide to internationally adopt an older child 
or children with special needs.  The Maltese 
High Commissioner in India also attended 
the webinar.

In the year 2021 the Malta Central 
Authority Office will continue to oversee 
the obligations emitting from international 
conventions and regulation, whilst working 
and establishing cooperation with its 
counterparts Central Authorities to facilitate 
international adoption of children.

In conclusion of the Working Group meeting, 
the Group reaffirmed that the proposed 
toolkit would be a valuable resource to 
assist countries in identifying, preventing 
and addressing illicit practices. The Group 
agreed that the voices of adoptees should 
be taken into account in drafting this Toolkit.
 
The said Toolkit would be beneficial for all 
countries on how to prevent and identify 
possible illicit practices in intercountry 
adoption.  The Toolkit also formulated 
Model Procedures on how to respond to 
illicit practices in intercountry adoption.

National Adoption Conference (2020)

Working Group on Preventing and Addressing 
Illicit Practices in Intercountry Adoption

Cooperation with other Central Authorities

Way Forward
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Governance and Assurance Directorate 

Press Conferences 

Awards Night

Ms Letizia Buttigieg 

The Governance and Assurance 
Directorate was formed in May 2020 
following a restructuring of the Authority’s 
organisational plan. The new Directorate 
incorporates 4 offices, the Inspectorate 
Office, the Marketing and Communications 
Office, the External Relations Office, and the 
Feedback Office. 

During 2020, the Marketing Office 
organised various press conferences to 
promote the Authority’s work. Many of the 
press conferences were centred around 
Social Regulatory Standards, with three 
conferences which launched newly formed 
Standards and two conferences to launch 
the Public Consultation periods for two 
other sets of Standards. In December, the 
Service Users Advisory Group was also 
launched, with meetings set to start taking 
place in 2021. Press conferences organised 
after the start of the pandemic had to 
be restructured to accommodate for the 
infection control measures, which meant 
that some press conferences had to be 
delayed until logistics could be ironed out.
 
The Authority’s first Annual Report, which 
covers the time between the start of the 
Authority in May 2018 and December 
of 2019, was launched in May 2020 and 
was the first press conference lead by the 
Authority to be streamed online on the 
MaltaGov Facebook page. 

For the first time, the Social Care Standards 
Authority organised an Awards Night, an 
evening dedicated to thanking its employees 
for the work throughout the year, especially 
since 2020 brought with it many challenges 
related the to the COVID-19 pandemic. The 
Marketing Office lead the logistics for the 
night, which was held in December 2020 at 
the Authority’s premises in Santa Venera. 
The main event was held in the building’s 
main hall, with live streaming set up for 
the staff to follow the event from their own 
offices in order to respect social distancing, 
and with the streaming available to any staff 
members who followed from home. 

The Marketing and Communications Office 
within the Authority is responsible for 
overseeing and executing any tasks related 
to the branding and social awareness of the 
Social Care Standards Authority. The Office 
boosts awareness on the Authority’s work, 
such as the Social Regulatory Standards, 
through media campaigns, and organises 
events such as launches and conferences, 
and to constantly update and maintain 
the Authority’s website. The Office also 
oversees media appearances on TV and 
radio and increases the Authority’s visibility 
through articles and adverts published 
online and in newspapers. The Office is also 
tasked with preparing any designed material 
required by the Authority and its employees, 
which incudes but it not limited to, signage, 
presentations, digital media, and videos. 

Due to the COVID-19 pandemic, many 
initiatives and planned events had to be 
put on hold to adhere to infection control 
measures. While some events unfortunately 
had to be cancelled or postponed to the 
following year, others still took place as 
digital events, with presentations and talks 
held online. Both the 2nd edition of the 
Adoption Conference which was scheduled 
to take place in April 2020, and the 2nd 
edition of the National Quality Conference, 
which was set to take place in December 
2020, had to be cancelled due to the 
pandemic. 

During 2020, the capacity of the team was 
increased to two persons, a move which 
increased the Office’s productivity and 
brought new talents into the team.

Marketing and Communications Office 
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Strategic Vision Launch

The Authority’s Strategic Vision, “Striving 
for Excellence: Driving Social Innovation 
Through Regulation” was launched in 
December 2020. This document covers the 
Authority’s plans for the next seven years, 
between 2020 and 2027, and is divided 
into 4 distinct Strategic Objectives. These 
Objectives cover initiatives and measures 
dealing with Customers, Finance, Learning 
& Growth, and Internal Business. This office 
was tasked with drafting and finalising the 
content and design for the publication and 
organising the launch. 

Pink October Event

EPSO Conference

An event to increase breast cancer 
awareness was held on 23rd October 
2020, where staff were encouraged to 
wear something pink for the day. In the 
week leading up to the date, a fund raiser 
was held amongst the staff, and the sum 
collected was presented to Hospice Malta 
in a brief event held in the Authority’s garden 
respecting social distancing measures. 

In 2021, this office will continue to focus 
on increasing the Authority’s awareness 
amongst the public and to encourage 
discourse on social services in Malta and 
Gozo. Among the office’s projects for the 
upcoming year, this Office will focus on 
launching a new website for the Authority 
and increase effort on the use of its social 
media channels through the creation of 
more content and outreach. 

The European Partnership for Supervisory 
Organisations in Health Services and Social 
Care (EPSO) 29th International Conference 
was set to take place in the Malta at the 
Authority’s building in Santa Venera. After 
deliberation and postponement of the 
event in the hope that the pandemic would 
subside and thus allow for the conference 
to take place, it was decided that the 
conference would be taking place in a 
digital setting. Thus, the conference was 
held online between the 23rd and the 25th 
of September, making it the first ever EPSO 
conference to take place digitally. 

During the conference the Director for 
Governance and Assurance delivered a 
presentation about the Authority’s future 
strategy to meet the future requirements 
for good care, and the Director Strategy and 
Social Intelligence led a presentation about 
risk assessment in social care.

Way Forward
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External Relations Office Feedback Office 

COVID-19 Impact

International Conferences 

The purpose of this Office is to foster 
communication with international 
counterparts and to also provide 
opportunities for the Authority’s staff 
to attend conferences as well as job 
shadowing initiatives in entities outside of 
Malta. 

As expected, due to the COVID-19 pandemic, 
travel plans for the year 2020 had to be 
abruptly halted after March 2020. A number 
of planned conferences, training sessions, 
and job shadowing opportunities had to be 
postponed to a later date, however that was 
not the only area impacted. 

This Directorate also has under its remit 
the Feedback Office. This Office receives 
all feedback and concerns related to social 
welfare services in Malta and Gozo which 
are licensed by the Authority.  Feedback 
can be submitted through various means, 
such as via phone calls, emails, Facebook 
messages, submissions though the 
feedback form on the Authority’s website, 
and requests for meetings.The feedback 
is usually submitted by a service user, a 
relative of a service user, or a member of 
staff from the entity who provides a service.

The most preferred use of communication 
when it comes to submitting feedback 
cases is via telephone calls. 

Talks were held with other authorities and 
agencies regarding the possibility of online 
webinars to be held for the Authority’s 
employees, however due to the increased 
load and pressure faced by these agencies 
because of the pandemic, these too had to 
be postponed to a later date. 

The Social Care Standards Authority 
frequently participated in various 
international platforms dedicated to social 
care which were held virtually to discuss 
the current challenges faced due to 
COVID-19. These platforms were held by 
the International Foundation for Integrated 
Care (IFIC), the European Social Network 
(ESN), and the European Partnership 
for Supervisory Organisations in Health 
Services and Social Care (EPSO).

Prior to the travel restrictions which were set 
in place in March, three employees travelled 
abroad to attend different conferences. 

While this Office is always eager to offer 
new opportunities for its employees, this 
is heavily reliant on the state of travel. 
Since the health and safety of employees is 
always paramount, plans for travel will be 
taken into consideration on a case by case 
basis. 

Way Forward

Channel Number

Total 310

Telephone

Email/Website

Social Media

Through media programmes

Meetings

N/A (other)

175

107

15

5

2

6
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Sector Amount

Total 310

Older Persons

Disability

Children

Domestic Violence

Other

281

7

5

1

16
Source of Feedback Number

Total 310

Residential Services

Community Services

Day Centres 

Shelters 

281

4

3

1

Other 21

Type of Feedback Number

Total 310

COVID-19

Quality Care 

Environment & Structure 

Organised Activities  

152

124

19

5

Service Management 3

Other 7

When a feedback case is received, the 
officer dealing with the feedback first 
inspects the case to ensure whether it can 
be concluded without investigation, either 
by providing the required information to the 
person or by directing them to other entities 
should the nature of the feedback not fall 
under the Authority’s remit. 

Should the feedback warrant an 
investigation, the case is reported and 
passed on to the Inspectorate Office, who 
will investigate and report back to the officer 
who took the feedback case. 

The findings are then communicated to the 
person who got in touch with the Authority. 

The most numerous feedback cases 
investigated by the Authority concerned 
services for older persons, and due to the 
pandemic, majority of the cases revolved 
around issues related to COVID-19, such as 
infection control measures. 
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Table 18: Feedback per type of service

Table 17: Type of feedback per nature of feedback



The Feedback Office is aiming towards 
increasing visibility for the various channels 
one can use to report feedback to the 
Authority. To this aim it works together with 
the Marketing and Communications Office 
to increase visibility through adverts and 
articles, as well as promotion on social 
media. The Office is already planning 
on improving the form currently found 
on the website for submitting feedback 
and reworking it to be more user-friendly 
and functional when the new website is 
launched. 

This Office, in conjunction with the 
Marketing and Communications Office, 
is also developing a Web-App, which will 
improve accessibility for persons wishing to 
submit any feedback to the Authority. 

The Inspectorate Office within the 
Governance and Assurance Directorate 
monitors all social welfare services licensed 
by the Authority and conducts regular 
visits to ensure that the standards of the 
services are being maintained. Due to the 
restructuring of the organisational structure, 
as from May 2020, the Office forms part of 
the Governance and Assurance Directorate, 
which allowed the Assessors to work 
more in tandem with the Feedback Office 
regarding the feedback cases, thus ensuring 
a more seamless operation when it came to 
investigating the cases. 

The year 2020 was a record-breaking year 
in terms of visits, with a total of 2,904 visits 
completed between January and December 
2020. These visits can be divided into 
two categories, with 2,202 physical visits 
and 702 virtual visits completed in 2020. 
Additionally, there were 155 joint visits 
with the Enforcement Office. This was 
achieved despite the numerous challenges 
encountered throughout the year. 

The Assessors in this office conduct 
visits which usually fall under one of three 
categories: Monitoring, Licensing, or 
Feedback visits. During 2020, the Office 
also introduced a fourth type of visit, the 
Infection Control visit. 

Way Forward

Inspectorate Office Visits

Physical Visits Virtual Visits Joint Visits

Feedback cases-COVID-19 Number

Total 152

Elderly

Disability

Children

136

6

2

Other 8

This year, the Authority also had to address 
feedback cases which were directly 
concerning the COVID-19 pandemic. The 
Feedback Office received a total of 152 
feedback cases which tackled various 
issues, such as ones concerning visits, 
communication, and care. 

Most feedback cases were related to the 
COVID-19 restrictions since visits were 
interrupted, and relatives were concerned for 
their loved ones. The Authority investigated 
each case to ensure that the service users 
were being cared for and receiving quality 
care. 

COVID-19 Impact
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Table 19: Feedback cases per sector (COVID-19)



Monitoring Visits COVID-19 Infection Control Visits

Training

COVID-19 Impact

Licensing Visits

Feedback Visits 

These visits take place routinely to all 
services and their sole function is to monitor 
and assess the service, thus ensuring 
that it is up to standard. These visits are 
generally unannounced, and the purpose 
of the visit can vary from following up on 
recommendations previously communicated 
to the service providers, to checking specific 
aspects of the service. 

With the rise of the COVID-19 pandemic in 
Malta and Gozo, the Authority identified the 
need to start assessing services which carry 
a licence on their preparedness to tackle 
the virus and to ensure the appropriate 
infection control measures are in place. 
The Inspectorate Office regularly inspected 
services to ensure the required measures 
were in place to ensure the safety of the 
both service users and the staff working at 
these services. As from September 2020, 
this Office conducted infection control visits 
in conjunction with staff from the newly 
formed Enforcement Office. 

To ensure that these new visits focused 
on COVID-19 are performed to the utmost 
efficiency, the staff at the Inspectorate Office 
all underwent a series of training sessions 
focused on Infection Control. These training 
sessions were delivered by the trained 
professionals in the Enforcement Office, 
and consisted both on the measures that 
services were to undertake to ensure the 
safety of their staff and service users, and 
also on the proper precautions to be taken 
by the Authrotiy’s staff, such as the proper 
way to wear PPEs when visiting a service. 

Due to the pandemic, the Inspectorate Office 
had to adapt to circumstances as necessity 
dictated. Apart from the COVID-19 Infection 
Control Visits, in some cases the Assessors 
also conducted virtual visits in the form 
of video calls starting in March. These 
visits occurred in instances where actual 
visits were limited to cases of emergency, 
such as in cases where homes were under 
preventative lockdown in the beginning 
of the pandemic. The Assessors spoke to 
service providers, staff, and service users 
during these virtual visits. 

Preventative measures were put in place 
after receiving reports from other regulators 
across Europe of what was happening with 
social welfare services in other countries as 
a direct impact of COVID-19. 

In November and December 2020, there was 
a decrease in the number of visits done by 
the Inspectorate Office since all members 
of the team were involved in the Authority’s 
Swabbing and Contact Tracing exercise, 
whereby all members of staff needed to 
contribute in order to tackle the rise in 
number of cases in sectors licensed by the 
Authority.

The purpose of a Licensing Visit is to 
determine that the service has all the 
required documentation to allow it to retain 
a license. Assessors will visit the service 
provider and during a series of arranged 
meetings, will ensure that everything is in 
place to either renew an existing licence 
or to grant a new service provider with the 
licence required to operate the service. 
The Assessors make use of an appropriate 
Quality Tool which acts as a thorough 
checklist identifying all the service’s 
requirements according to the Social 
Regulatory Standards. 

In 2020, this office also conducted joint 
inspections with the Environment Health 
Directorate in residential services for 
older persons as part of the licensing 
process. With these joint inspections, the 
assessors also started using the digitalised 
“Inspections Online Solutions” to assess 
the Quality and Assurance levels of these 
services. 

As detailed in the previous section, the 
Authority receives and investigates 
Feedback cases submitted by the public 
(staff at services, service users, or their 
relatives). Once the Feedback case is 
received, the officer who logs the report 
communicates the details of the case to 
the Inspectorate Office, who investigate the 
case and report back to the officer. 

 During the visits, the Assessors ensure: 

the quality of the service given; 

the staff ratios and HR 
practises; and

the physical environment; 

the safety and well-being of the 
service users;

documentation concerning 
administration, medical 
matters, and service 
agreements. 
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Statistics

In 2020, the Office embarked on a new endeavour to not 
only collate information and statistics regarding visits 
and investigations, but also computed an intelligent 
database structured to provide informative insights 
on the work of the Inspectorate Office. Through this 
database, it is easier to extract any data as required 
based on various classifications. 

Assessors conducted a total of 3,059 
visits throughout 2020, including the 
aforementioned 155 visits made in 
conjunction with the Enforcement Office. 
Most of these visits took place at services 
which cater for older persons. The older 
persons sector is by far the largest in terms 
of the number of service providers, as 
well as the number of service users, when 
compared to other sectors, such as for 
people with disability, adults, or children. 

This is also reflected in the number of visits 
conducted according to the type of service 
provided since the majority of the services 
licensed by the Authority are residential. 

Sector

Total 2,202 702 2,904

Physical Visits Virtual Visits Total Visits

Older Persons 1,562 483 2,045

219

223

416

1

51

45

123

0

168

178

293

1

Children

Adults

Disability

Others Month

Total 2,202 702 2,904

Physical Visits Virtual Visits Total Visits

January 92 0 92

123

298

342

375

0

194

265

81

123

104

77

294

February

March

April

May

18670116June

19315178July

33825313August

41629387September

3048296October

1305125November

1071097December

Service

Total 2,202 702 2,904

Physical Visits Virtual Visits Total Visits

Community 86 2 88

123

101

2,499

22

13

40

628

5

110

61

1871

17

Day Centres

Office Based

Residential

Respite

641351Shelter

716Others

50 51

Table 20: Number of Visits per sector

Table 21: Number of Visits per type of Service

Table 22: Total number of Visits per month



Month

Total 1,871 628 2,499

Physical Visits Virtual Visits Total Visits

January 55 0 55

80

290

274

370

0

194

207

81

80

96

67

289

February

March

April

May

16056104June

15213139July

31925294August

36829339September

2678259October

98593November

661056December

450

400

350

300

250

200

150

100

50

0

Physical Visits

Total number of visits per month

Virtual Visits

January
February

March

April

May

June July

August

September

October

November

December

52 53

Table 23: Number of Visits per month for all Residential Services

With the start of the pandemic in March 
2020, the number of visits was increased 
in order to ensure that the quality of the 
services provided remained high, and to 
check that the required infection control 
measures were in place for all the services. 

The number of visits in November and 
December declined slightly since the 
Assessors formed part of a group of 
employees who assisted in the contact 
tracing and swabbing exercise undertaken 
by the Authority to safeguard the safety of 
service users and the staff assisting them. 

The table above shows an overview of the total visits which took place at residential services. 
The following four tables give a more detailed breakdown of these visits according to the sector.



Month

Total 1,477 481 1,958

Physical Visits Virtual Visits Total Visits

January 39 0 39

56

246

150

309

0

180

109

81

56

66

41

228

February

March

April

May

1052877June

1319122July

25225227August

32229293September

2198211October

91586November

38731December

Month

Total 194 90 284

Physical Visits Virtual Visits Total Visits

January 6 0 6

17

23

61

36

0

14

47

0

17

9

14

36

February

March

April

May

432617June

10010July

26026August

29029September

15015October

202November

16313December

Table 24: Number of Visits per month for Residential Services for Older Persons
Table 25: Number of Visits per month for Residential Services for Persons with 
Disability
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Month

Total 160 45 205

Physical Visits Virtual Visits Total Visits

January 2 0 2

2

19

51

25

0

0

43

0

2

19

8

25

February

March

April

May

12210June

404July

39039August

13013September

30030October

505November

303December

Month

Total 40 12 52

Physical Visits Virtual Visits Total Visits

January 8 0 8

5

2

12

0

0

0

8

0

5

2

4

0

February

March

April

May

000June

743July

202August

404September

303October

000November

909December

Through constant discussion and feedback 
within the team, the Inspectorate Office 
continues to update its processes, 
thus ensuring optimum efficiency and 
effectiveness. 

In fact, the Inspectorate Office is working on 
updating and focusing its reporting system 
to get the maximum output possible from 
their inspections. To this end, the reports 
are being redesigned to focus more on 
the Social Regulatory Standards issued by 
the Authority and the visits will therefore 
be more focused in their purpose and 
execution. 

In 2021, the Inspectorate Office will also 
continue working towards implementing 
a fully digitised system, as well as further 
improving the digital database structured to 
collect data regarding the visits conducted 
to give further insight to the work done by 
the Inspectorate Office. 
 

Way Forward
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Table 26: Number of Visits per month for Residential Services for Children in 
Alternative Care

Table 27: Number of Visits per month for Residential Services for Adults



COVID-19: The Impact of the Pandemic 
on the Authority and Service Providers

When the pandemic reached Malta in March 
2020, people struggled as they tried to adapt 
to COVID-19 in a way that would safeguard 
them and their loved ones.

The Social Care Standards Authority too 
had to learn to adapt to the ever-evolving 
situation, to safeguard both its employees, 
as well as the service users and the 
service providers who fall under its remit. 
To this end, measures were set up by the 
Authority which the service providers had 
to adhere to. The Authority also enacted 
a Legal Notice whereby it could grant an 
emergency license to services in view of the 
exceptional circumstances brought forth by 
the pandemic. 

The Authority tackled the pandemic on 
multiple fronts, with employees assisting 
and taking on new roles on top of their 
existing ones. Three separate teams were 
set up to tackle different aspects of the 
pandemic, each focusing on a specific task; 
infection control, swabbing, and contact 
tracing. 

For infection control, the Assessors within 
the Inspectorate Office ensured that all 
services were following the infection 
control measures set by the said Authority 
after discussions with Public Health. To 
ensure that these measures were being 
implemented, the Assessors together with 
members from the Enforcement Office, 
frequently went on site to inspect the 
premises where services are provided and 
make sure these measures were being 
adhered to.

The Authority also undertook a large scale 
operation with the swabbing of all services 
users, as well as the staff working in these 
services in order to locate anyone who may 
be infected with COVID-19 and not showing 
the symptoms, thus running the risk of 
spreading the virus to others in the vicinity. 

4th and 9th March – Circulars in 
relation to an Information Session 
and Contingency Plans.

7th March – Circulars related to 
preventative measures.

10th March – Circular limiting 
visitors and visiting hours (older 
persons).

12th March – Circular informing 
licensed service providers of the 
Social Care Standards Authority 
emergency phone number.

12th March – Circular informing 
residential services for older 
persons and persons with 
disabilities of visits being 
suspended.

13th March – Circular on hygiene 
practices and uniforms.

14th March – Circular on facilitating 
communication between residents 
and their families.

16th March – Circular instructing 
licensed residential homes for older 
persons on suspension of intake.

14th March – Supply of Medication: 
residential homes received a supply 
of two months by the Pharmacy of 
your Choice scheme.

16th March – Informing the 
Authority of any suspected positive 
cases.

17th March – Laundry-related 
matters: Revised the regular 
procedure with residential homes 
due to infection control.

23rd March – Informing 
the Authority of live-in staff 
arrangements.

25th March – Joint procurement 
of PPEs: joint procurement was 
organised to facilitate buying of 
PPEs.

28th March – Preventative 
Measures issued by Public Health 

March 2020

Circulars:

Email notifications: 

Officers from various offices in the Authority 
all undertook training on how to use the 
CPAS and ICM systems used to book the 
swab tests, as well as check the results 
when they are issued. 

In the case of positive cases identified 
within the social welfare services, contact 
tracing is also undertaken by officers at 
the Social Care Standards Authority. These 
officers took great care in contacting the 
service providers to check who came in 
contact with the positive case, and then 
personally get in touch with the people 
concerned to assess the level of contact 
the persons had with the positive case. 
The information gathered is then presented 
to Public Health, who assess whether the 
persons concerned need to be quarantined 
or not. 

These initiatives started in 2020, however 
they are planned to remain in place also 
in 2021 until the need for such practices 
diminishes. Towards the end of 2020, the 
Authority was also planning and sorting out 
the logistics for the vaccination of staff and 
service users of residential services which 
are licensed by the Authority. The Assessors 
together with staff from other Offices, will be 
overseeing the administration of swabs and 
as well as logging in the necessary data in 
the appropriate databases. 

To keep service providers abreast with the 
developments and measures announced, 
the Social Care Standards Authority 
issued various directives and notices 
to the licensed service providers and 
communicated with them regularly to 
ensure that optimum service was still being 
provided even during the pandemic. 

These are listed in the following pages 
together with a brief description of what 
they entailed, thus providing an insight to the 
Authority’s work fighting COVID-19 over the 
year 2020.
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April 2020

Circulars:

Email notifications:

6th April – Circular requesting 
updates with regards to bed 
occupancy from residential homes 
for older persons.

9th April – Circular related to 
employed staff and transport 
arrangements.

9th April – Circular requesting all 
residential facilities to inform the 
Social Care Standards Authority of 
suspected cases, positive cases, 
and swabbing.

9th April – Circular regarding the 
review and update of operational 
procedures.

10th April – Circular informing 
residential homes for older persons 
about procedures of suspected 
cases of staff.

16th April – Circular related 
to swabbing of staff in live-in 
arrangements in residential homes 
for older persons.

2nd April – Health-related queries: 
queries from services were collated 
and forwarded to the Health 
Authorities.

9th April – Using face masks in the 
community.

9th April – Live-in arrangements of 
staff within residences.

9th April – Request for religious 
assistance. 

14th April – Training Video PPEs: 
the video was prepared by the Active 
Ageing and Community Care and 
was distributed to all residential 
services.

16th April – Training for nurses on 
swabbing techniques and use of 
PPEs. 

22nd May – Circular related to 
admissions in residential homes for 
older persons. 

22nd May – Circular related to 
visiting arrangements for residential 
homes for older persons. 

22nd May – Circular related to 
required operational actions from 
residential homes for older persons 
and persons with disabilities. 

22nd May – Circular related to 
required operational actions from 
residential social welfare services.

3rd June – Guidance for vulnerable 
persons: this guide issued by Public 
Health Authorities was circulated 
with the residential services. 

6th July – Circular issued regarding 
part-time workers allowed to resume 
duties.

23rd July – Circular issued regarding 
the distribution of vouchers in 
residential homes for older persons. 

19th August - Circular issued 
informing residential homes of 
increase in enforcement visits.

28th August – Circular issued 
regarding requests for influenza 
vaccine from staff and residents. 

4th May – Gifts and Mother’s Day: 
Relatives could bring residents gifts, 
allowing they had ample time for the 
gifts to remain in a safe place for 
stabilization period. 

6th May – Distribution of masks: 
following a donation of 22,000 
masks by two private companies, 
these were distributed to residential 
homes for older persons and 
persons with disability.

May 2020

Circulars:

Email notifications 

June 2020

Email notifications: 

July 2020

Circulars:

August 2020

Circulars:
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September 2020

Circulars:

Email notifications:

October 2020

Circulars:

Email notifications: 

December 2020

Email notifications:
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12th September – Circular 
requesting residential homes to 
appoint key infection control worker 
and to employ bubble system for 
residents.

12th September – Circular on details 
relating to transfer of residents, 
including quarantine. 

12th September – Circular 
instructing homes on activities held 
within the residential home. 

12th September – Circular 
instructing residential homes that 
residents are only allowed to leave 
for medical appointments. 

16th September – Circular issued 
informing residential homes of 
required operational actions. 

17th September – Circular advising 
residential homes that staff should 
take breaks separately, ensuring 
social distancing. 

26th October – Circular issued 
advising residential homes of proper 
use of gloves. 

29th October – Circular informing 
residential homes of simulation 
exercise carried out by the 
Authority’s Enforcement Office 
(called off due to escalating 
situation in homes). 

6th October - Guidelines issued 
for carers living in shared 
accommodation. 

7th October – Instructions and 
guidelines issued regarding transfer 
of COVID-19 positive residents to 
Good Samaritan Hospital. 

17th December – Data requested 
on behalf of Health Authorities in 
preparation for vaccine rollout. 

13th September – General infection 
control guidelines and protocols 
distributed to all residential homes. 

13th September – Instructions sent 
to all residential homes on their 
duty to inform relatives of their 
loved one’s COVID-19 status or 
suspicions. 

18th September – Email requesting 
information on the PPE stock at all 
homes, as well as details of doctors 
working with residential homes. 

18th September – All residential 
homes were issued an invite for an 
Infection Control webinar given by 
Infection Control at Mater Dei.

Statement of comprehensive income

Year ended 
31 Decemeber 2020

€

Year ended 
31 Decemeber 2019

€

REVENUE 2,016,593 1,521,000

(134,062) 58,554

377,367 9,936

243,305 68,490

- -

243,305 68,490

OPERATING SURPLUS/(DEFLICT) 
BEFORE TAX

Administrative expenses (2,150,655) (1,462,446)

Other income

SURPLUS BEFORE TAX

SURPLUS FOR THE YEAR - 
TOTAL COMPREHENSIVE INCOME

TAX expense

Annual Report and Financial Statements - 31 December 2020



Statement of financial position

Year ended 
31 Decemeber 2020

€

Year ended 
31 Decemeber 2019

€

ASSETS

NON-CURRENT ASSETS

CURRENT ASSETS

TOTAL CURRENT ASSETS

TOTAL NON-CURRENT ASSETS

Property, plant and equipment 90,715 36,725

Receivables - 1,416

Cash and cash equivalents

Cash and cash equivalents

340,077 82,948

340,077 84,364

TOTAL ASSETS

CAPITAL AND LIABILITIES

CAPITAL AND RESERVES

LIABILITIES

CURRENT LIABILITIES

TOTAL CAPITAL AND RESERVES

430,792 121,089

311,795 68,490

Trade and other payables 118,997 52,599

311,795 68,490

TOTAL  LIABILITIES 118,997 52,599

TOTAL  CAPITAL AND LIABILITIES 430,792 121,089

90,715 36,725
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The Authority’s independent auditors, 
GCS Assurance Malta Limited carried out 
an audit of the financial statements in 
accordance with International Standards on 
Auditing. 

The Authority is satisfied to note that the 
independent auditor’s opinion was that the 
Authority’s financial statements give a true 
and fair view of the Authority’s financial 
position as at 31 December 2020 and of the 
financial performance during the year.

Furthermore, the independent auditor had 
no matters to bring to the attention of the 
management of the Authority.


