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About the service

Care & Support at Home provides a number of different types of support including care at home, technology
enabled care which includes community alarms and other technological assistance. The service is provided
by Inverclyde Council and works closely with other departments within Inverclyde Health and Social Care
Partnership.

The service is led by a team of managers, aligned to geographical teams with home care workers providing
direct care and support to people.

At the time of this inspection, the service was supporting around 1300 people.

About the inspection

This was an unannounced inspection which took place on 6, 7, 8, 13, 14 and 15 November 2023. The
inspection was carried out by three inspectors from the Care Inspectorate.

To prepare for the inspection, we reviewed information about this service. This included previous inspection
findings, registration information, information submitted by the service and intelligence gathered since the
last inspection.

In making our evaluations of the service we:

• spoke with 62 people using the service and 11 of their relatives
• spoke with 32 staff and management
• observed practice
• reviewed documents
• spoke with visiting professionals.
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Key messages

People who receive support from Care & Support at Home can expect to receive a very good level of care
and support.

- People were supported by committed and well trained staff who knew them well.
- There were very good quality assurance systems in place that were being used effectively.
- The service was committed to ensuring people received person-centred support that helped them lead
fulfilling lives and maintain their independence and safety.
- The service provided by the community alarm team overnight was highly responsive and attentive to
people's needs. Some further work was needed to support the night shift team to feel valued and included
within the service.

From this inspection we evaluated this service as:

In evaluating quality, we use a six point scale where 1 is unsatisfactory and 6 is excellent

How well do we support people's wellbeing? 5 - Very Good

How good is our leadership? 5 - Very Good

Further details on the particular areas inspected are provided at the end of this report.
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How well do we support people's wellbeing? 5 - Very Good

We found significant strengths in aspects of the care provided and how these supported positive outcomes
for people, therefore we evaluated this key question as very good.

Feedback from people using the service was overwhelmingly positive. Whilst there had been challenges in
staffing and consistency earlier in the year, the service had worked hard to redesign the structure of the
service in order to better meet people's needs. This had benefitted people using the service as it had
improved consistency of care staff, regularity of visit times and confidence in staff providing their care and
support.

Staff were recruited and trained to a very good standard. They delivered care and support with compassion,
respect and dignity. We observed them being knowledgeable in their roles, and reflective on their practice
around any suggestions or issues we raised with them. Staff expressed feeling well supported in their roles.
The night shift team who provided care and support to people through their community alarm service felt
less valued and included as part of the service. We made some suggestions to the management team
about how they could engage more proactively with this group of staff.

Overall, people received a good degree of consistency in care staff. People told us how much they liked their
regular care workers, and how they knew them so well. People expressed how much the care meant to
them, in terms of combating isolation, and enabling them to stay at home. For people who were living with
chronic conditions, the service was viewed as a "lifeline" and staff were highly praised for their skills in
meeting people's needs with a high degree of compassion and respect. Both staff and people using the
service expressed frustration around staffing levels at times of high sickness absence but were otherwise
happy with how runs were planned, set out and managed. We were satisfied that the service worked as
best it could to combat the challenges that unplanned absence and recruitment brought.

People were supported to maintain their dignity during personal care. Staff overall followed care plans that
set out how people were to be supported and these were well detailed with enough information about how
to meet people's needs. Some work could be done going forward to increase the relevance and person
centred aspects around medical information. This could enable even more informed and responsive care
and support.

Staff worked with people to encourage them to do as much as possible for themselves, supporting their
independence and autonomy over their lives. This included, for example, making decisions such as what to
wear, meals and support with issues around medication. We saw how staff responded to people's needs
and this demonstrated that staff enabled people to maintain as good quality of life as possible.

Staff received training that enabled them to meet needs around things like stoma and catheter care, and we
observed staff providing support around these aspects to a very good standard. Staff identified that they
have had support from district nurses around more complex stomas, for example. We received feedback
from health professionals including district nurses who worked closely with the service. Their feedback was
positive about how the service engaged with and accessed additional training to ensure it met people's
needs well.

People were able to describe how the integrated approach to their health and wellbeing needs had
benefitted them, including with the use of technology, home care visits and aligned health professional
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input. This had prevented hospital admissions and helped people get better more quickly. The service
performed to a very good standard in delivering well co-ordinated and responsive care and support.

Reviews took place and these enabled people and their relatives to express their views on how the service
was going. There was some work planned to increase the role of people using the service in activities and
events, such as staff recruitment and induction. We look forward to seeing how this progresses at the next
inspection.

Overall, staff were skilled in ensuring that people's health and wellbeing benefitted from their care and
support, with good practice observed in terms of moving and handling, use of equipment and infection
prevention and control (IPC). Staff showed some very valuable connections with people who had complex
needs and conditions, with training provided as needed around specific conditions or needs.

Staff skills around medication were supported by training and observations from the district nurse team. We
noted that for some more longer serving staff those observations were overdue; however, there was a plan
in place to tackle these and refresher training was still happening.

Overall, staff practice around medication was appropriate and in line with practice guidance. There were
some changes about to be made to the provider policy that would make medication record keeping practice
more robust. This was related to the area for improvement made at the last inspection which has been
repeated here, with the full expectation that once the additional documentation is implemented this will
further improve medication record keeping practice (see area for improvement 1).

Areas for improvement

1. Where people require staff to administer their medication, the provider should ensure that there are
arrangements in place to do this safely.

In order to do this, the provider should provide staff with printed medication administration recording sheets
that include the name of each medication given. The provider should ensure that information about the
medication that people are prescribed, the indications for their use and their side effects are available
within people's support plans.

This is to ensure that care and support is consistent with the Health and Social Care Standards (HSCS) which
state that:

'I receive high quality care and support that is right for me' (HSCS 1.1);
'Any treatment or intervention that I experience is safe and effective' (HSCS 1.24);
'I have confidence in the organisation providing my care and support' (HSCS 4.1); and
'I experience high quality care and support because people have the necessary information and resources'
(HSCS 4.27).

How good is our leadership? 5 - Very Good

We found significant strengths in aspects of the care provided and how these supported positive outcomes
for people, therefore we evaluated this key question as very good.
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There was a very good range of quality assurance activities and analysis within the service. This included
regular oversight, tracking and targeting of resources to address areas that may be falling behind. Issues
were captured through staff supervisions and meetings, with useful discussion and work around
performance indicators to ensure things like the frequency of reviews, quality visits with service users and
feedback from new staff and direct observations were taking place and being used to inform how the
service worked. This meant that people using the service could be confident in how the service was led and
managed.

There was an effective system for tracking of continuity of carers and timing of visits, broken down into staff
teams and individuals, and used to highlight if there were issues that needed to be addressed.

Complaint information was kept on file and there was very good identification around any areas that the
service could learn from. There was very good inter-agency working with other professionals within the
partnership, and management were viewed positively by those professionals we spoke with, in terms of how
they engaged and took on constructive feedback.

Incidents and accidents were recorded appropriately and there was very good evidence of how these were
tracked and escalated as needed. This helped to ensure people were kept safe. Staff reported that they
knew about raising concerns in relation to adult support and protection (ASP) and some staff were able to
give examples of times they did this and how this made the person safer. Other staff commented that they
sometimes didn't hear back about this but they knew there had been something done. We suggested some
work with staff around hearing about ASP investigations could be useful.

There was a robust service focused continuous improvement plan that looked at key aspects of service
delivery. There was a strong emphasis on people's health and wellbeing. Outcomes for people using the
service were beginning to be captured. It could be helpful to include some learning from adverse events
within the plan so that the service continues to embed a learning culture and transparent approach.

Areas for improvement

Previous area for improvement 1

Where people require staff to administer their medication the provider should ensure that there are
arrangements in place to do this safely.

In order to do this the provider should provide staff with printed medication administration recording sheets
that include the name of each medication given. The provider should ensure that information about the
medication that people are prescribed, the indications for their use and their side effects are available
within people's support plans.

This ensures that care and support is consistent with the Health and Social Care Standards:

1:1 I receive high quality care and support that is right for me, 1.24 Any treatment or intervention that I

What the service has done to meet any areas for improvement we
made at or since the last inspection
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experience is safe and effective.

4: I have confidence in the organisation providing my care and support, 4.27 I experience high quality care
and support because people have the necessary information and resources.

This area for improvement was made on 15 April 2019.

Action taken since then
There had been some progress with the area for improvement. We saw that people who were assessed as
requiring administration of medication did have pre-printed medication administration records (MAR)
available for staff to complete.

There was work about to be completed that would allow for clearer recording on the medication people
were prescribed, its uses and side effects. We advised on the policy and procedure that it could usefully
include some guidance for staff around what action they should take in the event of a MAR chart not being
available where, for example, family members also assisted with a person's medication.

We expected these proposed changes would be implemented very soon after we concluded this inspection
and look forward to seeing this embedded in practice at the next inspection when this area for improvement
will be followed up.

Complaints

There have been no complaints upheld since the last inspection. Details of any older upheld complaints are
published at www.careinspectorate.com.
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Detailed evaluations

How well do we support people's wellbeing? 5 - Very Good

1.1 People experience compassion, dignity and respect 5 - Very Good

1.2 People get the most out of life 5 - Very Good

1.3 People's health and wellbeing benefits from their care and support 5 - Very Good

How good is our leadership? 5 - Very Good

2.2 Quality assurance and improvement is led well 5 - Very Good
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To find out more

This inspection report is published by the Care Inspectorate. You can download this report and others from
our website.

Care services in Scotland cannot operate unless they are registered with the Care Inspectorate. We inspect,
award grades and help services to improve. We also investigate complaints about care services and can take
action when things aren't good enough.

Please get in touch with us if you would like more information or have any concerns about a care service.

You can also read more about our work online at www.careinspectorate.com

Contact us

Care Inspectorate
Compass House
11 Riverside Drive
Dundee
DD1 4NY

enquiries@careinspectorate.com

0345 600 9527

Find us on Facebook

Twitter: @careinspect

Other languages and formats

This report is available in other languages and formats on request.

Tha am foillseachadh seo ri fhaighinn ann an cruthannan is cànain eile ma nithear iarrtas.
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