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Subject: INSPECTION OF INVERCLYDE CHCP'S CARE AND SUPPORT
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PURPOSE

To advise members of the outcome of the inspection conducted by the Care
Inspectorate in relation to Inverclyde’s Care and Support at Home service.

SUMMARY

The Care Inspectorate carried out an inspection of Inverclyde's Care and Support at
Home service in the last week of October 2012.

The Service retained grade 5 Very Good for Quality of Care and Support, and Quality
of Staffing and improved to grade 5 Very Good for Quality of Management and
Leadership.

RECOMMENDATION

To note the positive outcome of the inspection and Inverclyde’s ongoing commitment
to the provision of high quality Care at Home services. An action plan has been
developed to progress the recommendations and areas of improvement contained
within the report.

Brian Moore

Corporate Director

Inverclyde Community Health & Care
Partnership
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BACKGROUND

Inverclyde’s Care and Support at Home service, based at the Hillend Centre, was
subject to a Short Notice Announced Inspection in October 2012.

The report concluded that:

The Care & Support Service provides a safe, reliable and responsive service that is
personalised to meet the needs or each individual. The service operates to a very
good standard due to the skills and commitment of the staff team and there is a
culture of continuous improvement. However, the service being provided during
holiday periods and weekends needs to continue to be monitored to address the
remaining issues raised by service users and their relatives.

The report also commented positively on the services use of focus groups, customer
feed/back forms, an improved newsletter and the availability of public information.

Reference was also made in the report to low staff turnover and the increasing use of
tele care and tele health equipment. The successful implementation of reablement and
the introduction of CM2000 was also referenced.

During the period of inspection a new staffing structure had not long been introduced
and the report commented positively on staff training, regular staff meetings and the
introduction of an appraisal system.

The findings of the report were partially based on discussions with 39 service users
and 83 questionnaires, completed by service users, carers and staff.

The report also identified potential areas for improvement and noted that some people
weren’'t happy with the number of different staff that provided them with support. The
report suggested that review meetings and customer feedback forms should be used
to get service user views on the consistency of staffing and the numbers of staff that
attend individual service users.

The following recommendations were made-:

in relation to Theme 1, Statement 1, “We ensure that service users and carers
participate in assessing and improving the quality of care and support provided by the
service”...A system to oversee the planning and tracking of service users’ six monthly
reviews should be introduced;

in relation to Theme 3, Statement 3, “We have a professional, trained and motivated
workforce which operates to National Care Standards, legislation and best
practice”...A targeted review of service users’ satisfaction in relation to the continuity
of staffing should be carried out to identify and address any areas of concern;

in relation to Theme 4, Statement 4, “We use quality assurance systems and
processes which involve service users, carers, staff and stakeholders to assess the
quality of service we provide”...The continuity of staffing and how this is promoted and
monitored should be discussed with contracted agencies on a regular basis, and a
policy should be devised and implemented to inform and support the approach taken
to carrying out spot checks on staff.

PROPOSALS

Inverclyde CHCP will continue to apply the principles in Reshaping Care for Older
People to continuously improve Inverclyde’s Care and Support at Home Setvice.
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Inspection report continued

Summary

This report and grades represent our assessment of the quality of the areas of
performance which were examined during this inspection.

Grades for this care service may change after this inspection following other
regulatory activity. For example, if we have to take enforcement action to make the

service improve, or if we investigate and agree with a complaint someone makes
about the service.

We gave the service these grades
Quality of Care and Support 5 Very Goad

Quality of Staffing 5  Very Good
Quality of Management and Leadership 5  Very Good

What the service does well

AL this inspection we could see that the meaningful participation of service users and
their relatives/carers continues to be promoted and managed to a very good
standard. The staff team are well trained, prafessional and motivated to provide a
personalised service that enhances each individual's quality of life. Staff also work
very effectively with other agencies to promote and maintain service users' health,
wellbeing and independence to ensure they can continue living at home for as long
as possible. There are also good quality assurance systems in place to monitor the
standard of service being provided.

What the service could do better

Concerns were raised at the last inspection about the quality of the weekend service
and the service provided when regular staff are away in comparison to the very good
continuity of staff usually received. At this inspection, we could see that this had
improved a lot but some people still had concerns about this.

We made four recommendations about planning and tracking service users' six
monthly reviews, monitoring the continuity of staff and improving quality assurance
under quality statements 1.1, 3.3 and 4.4,

What the service has done since the last inspection

The reablement service has become well established with very positive results for the
people using it. The use of telecare equipment has also continued to increase and
both these initiatives have supported service users to remain more independent.

Care & Support at Home, page 3 of 38



Inspection report continued

Twenty four senior home support worker (HSW) roles have been intraduced and the
electronic communication system (CM2000) has been rolled out ta 50% of the
service.

Conclusion

The Care & Support at Home service provides a safe, reliable and responsive service
that is personalised to meet the needs of each individual. The service operates to a
very good standard due to the skills and commitment of the staff team and there is a
culture of continuous improvement. However, the service being provided during
holiday periods and weekends needs to continue to be monitored to address the
remaining issues raised by service users and their relatives/carers.

Who did this inspection

Isabel Purdue

Colin McCracken

Marjarie Bain

Gerry Tonner

Lay assessor: Janine Cameron Barbara Barnes

Care & Support at Home, page 4 of 38



Inspection report continued

1 About the service we inspected

The Care Inspectorate regulates care services in Scotland. Prior to 1 April 2011, this
function was carried out by the Care Commission. Information in relation to all care
services is available on our website at www.careinspectorate.com

The Care Inspectorate will award grades for services based on findings of inspectians.
Grades for this service may change after this inspection if we have to take
enforcement action to make the service improve, or If we uphold ar partially uphold a
complaint that we investigate.

Requirements and recommendations

I we are concerned about some aspect of a service, or think it could do more to
improve its service, we may make a recommendation or requirement.

- A recommendation is a statement that sets out actions the care service
provider should take to improve or develop the quality of the service but
where failure to do so will not directly result in enforcement.

- A requirement is a statement which sets out what is required of a care service
to comply with the Public Services Reforms (Scatland) Act 2010 and
Regulations or Orders made under the Act or a condition of registration.
Where there are breaches of the Regulations, Orders or conditions, 3
reguirement must be made. Requirements are legally enforceable at the
discretion of the Inspectorate.

Inverclyde Council's Care & Support at Home service has been registered with the
Care Inspectorate since April 2011 to provide an integrated Housing Support and Care
at Home service to people living in their awn homes. The service includes reablement,
home care, meals on wheels, respite, community alarms, telecare, benefits
maximisation and a rapid response service. The service is mainly provided by staff
emplayed by Inverclyde Council althaugh services may also be cantracted out to the
private or voluntary sector.

The principal aim of the service is to enable people to live as normal and independent
a life as possible in their own home. Specific objectives are:

- to provide home care services to assist people in their own homes and enable
them to remain there

- to provide home care in a way which will ensure that the independence of
service users is enhanced and their lifestyles are safeguarded

Care & Support at Home, page 50f33



Inspection report continued

- to provide home care in a way that demonstrates respect for the service users’
home and possessions

- to manage home care services in a way that ensures Service Objectives and
the Charter of Rights for Home Care Services are fulfilled and quality standards
are met

Based an the findings of this inspection this service has been awarded the following
grades:

Quality of Care and Support - Grade 5 - Very Good
Quality of Staffing - Grade 5 - Very Good
Quality of Management and Leadership - Grade 5 - Very Good

This report and grades represent our assessment of the quality of the areas of
performance which were examined during this inspection.

Grades for this care service may change foliowing other regulatory activity. You can
find the most up-to-date grades for this service by visiting aur website
www.careinspectorate.com or by calling us on 0845 600 9527 or visiting one of our
offices.

Care & Support at Home, page 6/6f 38



Inspection report continued

2 How we inspected this service

The level of inspection we carried out

In this service we carried out a low intensity inspection. We carry out these
Inspections when we are satisfied that services are working hard to provide
consistently high standards of care.

What we did during the inspection

We wrote this report after a short notice inspection that took place aver the marning
and afternoon of 22, 23 and 30 October 2012. The inspection was carried out by Care
Inspectorate Inspectors Isabel Purdue, Colin McCracken, Gerry Tonner and Marjarie
Bain who were accampanied by Lay Assessars Janine Cameron and Barbara Barnes.

As requested by us, the provider sent us an annual return. The provider also sent us a
self assessment form.

We sent 100 guestionnaires to service users and their relatives/carers. Seventy
completed guestionnaires were returned befare the inspection. We alsa received
completed questionnaires fram 13 members of staff who worked in the service.

In this inspection we gathered evidence fram various sources, including the relevant
sections of policies, procedures, records and other documents including:

- evidence from the service's most recent self assessment

- 83 questionnaires that had been requested, filled in and returned by staff (13),
service users (62) and their relatives/carers (8)

- participation recards including support plans, meeting minutes, newsletters
and customer feedback forms/questionnaires

+ service users' personal plans including assessments, care plans, risk
assessments and daily recordings

- formal care reviews

- focus group meeting minutes

- staff supervision, training and development records

- staff meeting minutes

- the service information leaflets

- the quality assurance policy

+quality assurance records

- health and safety recards

- accident and incident records

- the complaint policy and log

Care & Support at Home, page 7. of 38



Inspection report continued

- the reablement policy

- reablement activity report June-September 2012

+ Inverclyde Telecare Strategy

- community alarm and telehealthcare report October 2012

- Inverclyde Carers Strategy 2012-15

- discussions with various peaple including:
- 51 service users either on a 1-1 basis, by telephone or in small groups. This
included people who used the home care; reablement; telecare and out of
hours services
- 38 staff including: mainstream home support workers (8); out of haurs staff
(5); mobile community alarm staff {5); senior home support warkers (4); home
support managers (5); acting home support manager (1); co-coordinators/
home support officers (3); the reablement lead; a clinical lead; the community
alarm team leader; the community alarm manager, the tele-healthcare
coordinator; the CM2000 technician and the service manager

Lay assessors also spoke with 39 service users - 14 on a 1-1 basis in their own
home or in focus groups and another 23 by telephone. Two family members
also spoke with lay assessors an their relative’s behalf.

Grading the service against quality themes and statements

We inspect and grade elements of care that we call ‘quality themes'. For example,
one of the quality themes we might look at is ‘Quality of care and support’. Under
each quality theme are "quality statements’ which describe what a service should be
doing well for that theme. We grade how the service performs against the quality
themes and statements.

Details of what we found are in Section 3: The inspection

Inspection Focus Areas (IFAs)

In any year we may decide on specific aspects of care to focus on during our
inspections. These are extra checks we make on top of all the narmal ones we make
during inspection. We do this to gather information about the quality of these aspects
of care on a national basis. Where we have examined an inspection focus area we will
clearly identify it under the relevant quality statement.

Fire safety issues

We do not regulate fire safety. Local fire and rescue services are responsible for
checking services. However, where significant fire safety issues become apparent, we
will alert the relevant fire and rescue services so they may consider what action to
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~ take. You can find out more about care services' respansibilities far fire safety at
www firelawscotland.org

Care & Suppoert at Home, page @ of 38
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The annual return

Every year all care services must complete an 'annual return’ form to make sure the
Information we hold is up to date. We also use annual returns to decide how we will
Inspect the service,

Annual Return Received: Yes - Electronic

Comments on Self Assessment

Every year all care services must complete a ‘self assessment’ form telling us how
their service is performing. We check to make sure this assessment is accurate.

The Care Inspectarate received a fully completed self assessment document from the
service manager. We were satisfied with the way the manager had completed this
and with the relevant information they had given us for each of the headings we
grade them under.

The manager identified what they thought they did well, some areas for development
and any changes they had planned. The information was detailed and reflected the
participation of peaple using the service and their relatives/carers. The self
assessment reflected the findings of our visit.

Taking the views of people using the care service into account

We spoke to 88 service users and 2 relatives during the inspection using 1-1 meetings,
telephone interviews and small focus groups. Very positive comments were made
about levels of involvement; the care and support provided; the staff team; reliability;
continuity of staff; the personalised service provided and the overall management of
the service. The main area of concern for some service users was the continuity of
staffing when their reqular carers were off.

We also sent out 100 questionnaires and 62 of these were completed and returned by
service users before the inspection. The questionnaires asked questions about
persanal planning; communication; staffing; involvement and awareness of complaint
procedures.

The responses to the questions asked were very positive. When asked whether they
were happy overall with the quality of the care and support provided by the service:

+ 38 respondents strangly agreed that they were
« 23 respondents agreed that they were
- one person chose the 'den’t know' optian

Care & Suppoert at Home, page 10 ofi38
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main areas where respondents chose the 'na’ or ‘don't know' answers were in
relation to awareness of complaint procedures and not being sure about being asked
for opinions regarding making improvements. Although we found that service users
had been given information about both these aspects of the service, action should be
taken to reinforce this in newsletter, questionnaires and review meetings as a
reminder.

The comments recorded in the questionnaires and those we received from our
meetings and telephone interviews are detailed under the relevant quality statements
throughout this repart.

Taking carers' views into account

Carers include parents, guardians, relatives, friends and advocates. They do not
Include care staff.

We sent out 100 questionnaires and eight of these were completed and returned by
relatives/carers before the inspection. The questionnaires asked guestions about

personal planning; communication; staffing; involvement and awareness of complaint
procedures.

The responses to the questions asked were very positive. When asked whether they
were happy overall with the quality of the care and support provided by the service:

- 4 respondents strongly agreed that they were
- 4 respondents agreed that they were

The comments recorded in the questionnaires and those we received from our
interviews are detailed under the relevant quality statements throughout this repart.

Care & Suppert at Home, page 11 of 38



3 The inspection

We locked at how the service performs against the following quality themes and
statements. Here are the details of what we found.

Quality Theme 1: Quality of Care and Support
Grade awarded for this theme: 5 - Very Good

Statement 1

We ensure that service users and carers participate in assessing and improving the
quality of the care and support provided by the service.

Service strengths

We found this service had performed to a very good standard in the areas covered by
this statemnent. We concluded this after we spoke to staff, service users and relatives/
carers; looked at the relevant records and reviewed the questionnaires we received.

There had continued to be a strang commitment to the meaningful participation of
service users and their relatives/carers. We saw that staff valued their involvement
and recognised their right to be consulted and involved when making decisions about
the care and support to be pravided.

The areas for improvement we discussed at the last inspection in relation to the
involvement of service users and their relatives/carers had been addressed. This had
led to people getting more information abaut the service which was a positive
development.

There had been a low staff turnover and the staff we spoke to knew the people they
supported very well. Service users told us that they had developed pasitive
relationships with staff who met their care and support needs in line with their
individual choices and preferences. We found that there were very high levels of
satisfaction with levels of involvement and the quality of the care and support
provided. Sorme of the comments made included:

"|F there's anything I'm not happy with or sure about it's not a problem for them. I'm
not worried about raising anything - | know they'll deal with it properly and kindly."

"From the beginning | was able to tell them what | wanted because they asked me. |
couldn't have better attention””

Care & Support at Heme, page 12 of 38
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"It was a relief to know that they wanted tc know about me and the way | liked
things to be done - it made me feel like | was important to them and not just a
number.”

"| was included from the start - it was made clear to me that what | wanted was
important to them.

"l know about the complaint procedure but | don't have any - the care they give is
first class.”

"They have a meeting with us to discuss if things are going okay to see if the black
Folder (personal plan) needs to be changed.”

"The newsletter is a lot better now - | look forward to reading it and it keeps me up to
date with what's happening.”

"The girls treat me like an individual and not just a job they have to attend to. All the
carers are wonderful”

"All of the girls that deal with (relative) are very kind and helpful. They treat him with
respect and let him keep his dignity. (Relative) was a very private person and would
not allow help with personal care, however, the girls have warked with him and he
now allows them to help him a lot and we all really appreciate it."

Service users had been given a written agreement when they started using the
service and they had been involved in putting this together. The agreement detailed
the service that would be delivered and people told us they had felt well informed
about the kind of support they would get. Having a written agreement lets people
know what their rights are and what to expect from a service which Is good practice.

The personal plans we looked at reflected service users' needs, choices and personal
preferences in very good detail overall. There was evidence to show that staff had
recorded and respected the choices made, for example, a preference for male or
female carers. This infarmation supported staff to meet service users' needs in a way
that was acceptable to them.

The minutes of the review meetings we looked at showed that service users and/or
their relatives/carers had been involved. Other people like GP's, district nurses and
private providers who delivered care packages on behalf of the service had also been
consulted where this was appropriate. We saw that this had suppaorted good
communication and joint working. The review records were detailed and showed that
the service had been respansive to the views expressed. Changes had been made
where necessary to keep personal plans accurate and up to date. This approach

_ Care & Suppert at Home, page 13'6f 38
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helped to make sure that service users' needs continued to be assessed and met
praperly.

The service user focus group had become well established and continued to develop
as detailed under quality statement 4.7 in this report.

The questions in the customer feedback forms focussed on aspects of the service that
were important to service users. This included being treated with respect, whether
the service was reliable and consistent, what they thought of staff and being able to
make choices. We saw that there had been high levels of satisfaction. Where areas for
improvement had been identified action had been taken in response, for example,
some service users indicated that they wouldn't know what to do if their home
support warker didn't turn up. This had been discussed with the individuals
concerned so they were clear about what they should do.

A new customer feedback form had been developed and used to get feedback about
the new reablement service. The questions were specific to this aspect of the service.
Responses had been very positive and there had been high levels of satisfaction. The
format had been changed to make it easier to use in response to service users' needs.
We saw that any issues or suggestions for improvement had been discussed with
service users on a 1-1 basis and this information had been used to inform the
continued development of the reablement service.

The newsletter had been reviewed and improved. Those who recalled the newsletter
told us they thought it was informative. The newsletters we looked at contained a
range of useful information and encouraged readers to become involved. The
newsletters had been a very good way of getting information and updates across
given the very large number of peaple using the service.

Service users had been told about the outcome of the customer feedback survey via
the newsletter. This had been done very well and detailed the key areas for
improvement and the action being taken to carry this forward. This was a very good
way of letting people know how their involvement had influenced the quality of the
Service.

Information about the outcome of the last inspection and the grading scale had also

been included in the newsletter. This covered "what we do well" and "what we could
do better”. This was a very good way of keeping people informed about good practice
as well as changes and impravements that were taking place.

A very good range of written information had been developed about the Care &
Support at Home Service. This could be provided in different formats in response to
service users' needs, for example, larger print. Service users told us they had been
given very good information in the form of leaflets and other records. This let people
know about the services provided and what they could expect.

Care & Supportat Home, page 14 of 38
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The service had established close links with the local advocacy service and promoted
this where a need was identified. This meant that service users could get independent
advice and support if they needed it.

The provider had a formal complaint procedure and service users had been given a
copy of this. Maost of the people we spoke ta knew how to raise a complaint and
those who weren't sure about the complaints process told us they were canfident
that if they had a problem it would get sorted out.

We saw thal there was a system in place to record and address any camplaints
received. The records we looked at showed that the small number of complaints
received had been very well managed. A record of more informal comments had also
been kept to see if there were any common issues that needed to be followed up and
this had been done. This was a pro-active approach that helped to resolve more
minor issues before they became serious enough for a complaint to be made.

Lay Assessor reports

Everyone was very pleased with the care and support that they received and were
very complimentary about the carers and the quality of the support that they are
given. All people asked were aware of support plans {which some service users refer
to as their black book/folder) and review meetings. Some comments were:

"The newsletter gives me lots of information and phone numbers for contact.’
"My black book is filled in every day.”

"My care support plan is reviewed - it's running okay.”

"The black book? -yes it is filled In."

"The supervisars are very open ta have a discussion about my needs.”

"| have a care support plan - I'm okay with the services I'm getting.”

"My personal file is kept up to date.”

"No complaints.”

"Great service - very pleased with it

"I'm quite happy with the services.’

"I'm pleased I'm getting as much as | am.”
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"Fs 5 gocifj'""paﬁk'é‘aét“m
"It's like a big family - a wee community.”
"It suits my needs.

"l know when they're coming and | find everything fine."

Areas for improvement

It was intended that the planning and tracking of service users' six monthly reviews
would become part of the new senior home support worker role. A system to oversee
this should be intreduced by the management team until this becomes well
established to make sure that reviews continue to be well managed. We made a
recommendation about this - see recommendation 1.

More training on record keeping was planned for staff to continue to improve the
quality of information being recorded in service users’ personal plans.

The manager was going to explore the provision of an audio newsletter for service
users' who couldn't read the printed one.

At the last inspection, the management team had been looking to develop a carers
group to support carers and promate their involvement in the assessment and
development of the service. Since then it had been identified that this may be more
successful by linking in with the Inverclyde carers centre. Stranger links had been
made with the carers centre and the service had put an identified staff link in place to
continue to support and develop this initiative. It was planned that there would be a
joint approach to contacting carers with a view to establishing a carers group for
homecare USers.

The Care & Support at Home leaflets and other infarmation were in the process of
being updated to reflect the work of the Inverclyde Community Health and Care
Partnership (CHCP).

Grade awarded for this statement: 5 - Very Good
Number of requirements: 0

Number of recommendations: 1

Recommendations

1. A system to oversee the planning and tracking of service users’ six monthly reviews
should be introduced.

National Care Standards - Care at Home, Standard 3: Your Personal Plan; Standard
L Management and Staffing.

Care & Support at Home, page 16 of 58
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Statement 3

We ensure that service users' health and wellbeing needs are met.

Service strengths

We found this service had performed to a very good standard in the areas covered by
this statement. We concluded this after we spoke to service users, relatives/carers
and staff; looked at the relevant records and reviewed the questionnaires we received.

Staff had worked in partnership with service users, relatives/carers, social workers
and other staff from the local community healthcare network to make sure that each
individual's health and wellbeing needs had been properly assessed. Staff had also
carried out risk assessments in relation to areas like mobility; safety and the home
environment; nutrition and skin care. These aimed to identify and reduce risks while
still respecting service users' choices and preferences.

The personal plans we looked at contained very good information about service users'
health and wellbeing needs. The minutes from review meetings also showed that
service users and/or their relatives had been involved in discussing whether the
persanal plan continued to meet their needs with changes being made where
necessary.

Staff told us they had been provided with information about service users before
working with them for the first time. This meant that staff knew what they had to do
to meet people’s individual needs from the start. Service users all had a capy of their
personal plan in their own home and staff had kept a record of what they had dane

each time they visited. This let family members and staff know what was happening
from visit to visit.

The electronic communication system (CM2000) that had been introduced last year
took account of the specific needs of service users and matched this with staff that
had the skills to meet their needs. Visit times could also be set and prioritised for
people wha needed calls at particular times, for example, someone with diabetes.

The staff teams knew the service users they attended very well. This had been
supported by the low turnover of staff which provided very good continuity overall and
service users and relatives told us this was important to them. They said:

"The girls all know me well and | know them - I've had the same carers far a long
time now.”

"I have my own carers all the time apart from when they're on haliday or off sick. The

waorkers that stand in for them are every bit as good but you develop a special bond
with your regular carers.”
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"I'm very happy with the girls that come in to me. | know them really well - they've
become like part of the family."

"Apart from at holiday times (relative) gets the same carers every week which is good
as you don't want lots of different people coming in and doing personal care. The way
it works (relative) has their dignity and we've got to know the girls well - they're first
class.”

"I would like to say that all the carers who have attended me have treated me with
care and respect. | have no complaints to make about the service | have received.”

"l am a very recent ‘member’ of the care group and since beginning ! can say that |
have been very impressed. | find the girls very helpful, obliging, polite and caring. At
my age, it has made quite a difference and very much appreciated.”

The training provided to staff informed and supported them to meet service users'
health and wellbeing needs. Where staff needed to know about specific health
conditions training had been provided, for example, Parkinson's disease and dementia
awareness.

Staff told us what they did if they had concerns about service users' health and
wellbeing. This included liaising with family members, care managers and GP's
depending on the circumstances of individual service users. The records we looked at
showed that staff had acted quickly and properly in respanse to health issues.

There had been very good communication between managers and their staff teams
to review and discuss the needs of individual service users on a regular basis. We
found that this had been managed properly in response to people's changing needs,
for example, praviding equipment, changing support times if this suited people better
or increasing/decreasing the level of support. This had supported a flexible and
responsive service that changed quickly where there was a need for this.

The reablement service introduced last year had been very well managed and had
become well established as a result. The purpose of this service was to help people Lo
remain as independent as possible at home by supporting them to regain daily living
skills and confidence following a pericd of iliness, accident or disability. Staff had
been given training on reablement so that they knew what this service aimed to
achieve. At the end of the reablement period reviews had been held to see if people
could manage on their own or if they needed ongoing support. We saw that this had
been flexible and people who hadn't been as independent as possible after the initial
six weeks had been supported for a longer period of time after which they no longer
needed the service. Where service users had transferred to homecare they had been
able to manage with less help than before. Goals had been set with each individual
and the cases we looked at showed that this had been very successful with service
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'""u'Séré"éi{bé'riéncing"excellent outcomes that'méaﬁf“they could live at homeas
independently as possible. People who had used this service were very positive about
the benefits.

The number of service users being supported to live at home for langer with the use
of Telecare equipment had continued to increase. This strategy used a wide range of
technalogy te help vulnerable peaple to remain at home in safety using a wide range
of equipment like falls detectors, epilepsy monitars, bed sensors, flood detectors, door
exit monitors and so on. The service was supported by a 24 hour mobile response
team.

Telehealthcare equipment had been used to support service users with long term
health conditions to test themselves for key warning signs as often as they wished
through the day. The system had been monitored by a gualified nurse and alerts had
been given where it had been identified that someone needed to take medication
before their condition got worse. The telehealthcare initiative had resulted in excellent
outcomes for the people using it and the management team could show that it had
resulted in a 78% reduction in hospital admission for people using the system. The
number of people using this equipment had doubled and consideration was being
given to other health conditions that this could be used for. People who used it told
us:

"Before having this | was in hospital five or six times a year. Now |'ve only been In
once in the last 2 years.'

"It's kept me out of hospital, I've only been in once in the last three years. It's also a
greal reassurance Lo know someone checks my results”

The community alarm service had been well managed and had an established team
of staff. We saw that service users had received a very good response from staff when
they needed help and action had been taken to follow up any issues identified.
Service users told us:

"l always get a quick response.”

"I can't think of any improvements - when | need to use the alarm they've been
fantastic.’

"I'm quite happy - they explained everything very well when they came to install the
alarm.”

"They check the alarm once a quarter and encourage me to buzz them in between to
check its working.”
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"It makes me feel safe and that lets me live in my own home without having to worry
- | know they're there for me if ever | need them.”

Recently, staff had noticed that they had attended a lot of service users who had
Fallen. The individual circumstances had been looked at in detail to find out why this
was the case to see what could be done to help reduce the number of falls. As a
result, an occupational therapist assistant was being recruited for a year to help
develop a longer term strategy to reduce the risk of falls for peaple living in the
community. This was an impartant initiative as falls can result in people no longer
being able to live independently at home.

Staff had been able to provide small pieces of equipment like remote control sockets
and big button switches quickly where they saw that service users would find them
useful. This helped tc promote independence.

We found that staff had worked well with other professional agencies to promote
safety for service users, for example, the fire service had referred people they saw as
being vulnerable in the event of a fire to have an alarm fitted. This meant that the fire
service would be directly alerted. This was very important to people who couldn't get
themselves out in the event of a fire. One service user told us they felt reassured by
this and said "my alarm has gone off a couple of times and the fire brigade have
came aut.”

Staff had been working jointly with the hospital support worker fram the Inverclyde
carers centre to ensure that patients and carers had accurate information about their

homecare service prior to discharge. This approach helped to identify and address any
gaps in service.

A support worker linked to the Inverclyde carers centre had been working with staff
there to develop emergency support plans for service users. This was in relation to
planning ahead for unexpected situations that might happen to make sure that the
necessary supports were in place.

Lay Assessors reports

Everyane was very pleased with the care and suppart that they receive and were very
complimentary about the carers and the quality of the support that they are given.
Some comments were:

"| get excellent care. They are very respectful to us both."

"Very pleased with all the care | receive. Carers are very kind, helpful and respectful”

"I'm very happy with mum's care during the week and at weekends.”
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"I'm very comfortable with the girls as I'm so well looked after. They go above and
beyond for me.”

"Carers are very helpful and respectful. They would do anything for me.”
"I'm really happy with the care’

"Very good services - it took me a lot of time to get settled in but they have given me
my life back.

"| feel safe now."

"The care is fantastic

Areas for improvement

Although there were high levels of satisfaction with the service and the quality of the
staff, there were some peaple who weren't happy with the number of different staff
that provided themn with support. We made a recommendation about this under
quality statement 3.3 in this report. The management team knew about this and were
taking action to monitor this to address service users' concerns. The CM2000 system
was being used as part of this process as it could quickly show who the staff were
that attended each service user over any period of time.

More training was planned for staff to continue to improve the quality of recording in
service users' personal plans.

A mare formal system was being set up to record and review any missed calls.
Although this had happened very rarely and a record had been made, it was good
practice to have a more in-depth process that looked at why a call was missed Lo
reduce the risk of it happening again.

Consideration was being given to introducing a GPS system called the Buddy System.
This would allow vulnerable people ta leave their house for a walk within a known
area with an alert being sent if they went outside the agreed zone. This technology
would reduce the level of risk for peaple while supporting and promoting
independence by allowing an individual to go out on their own if they wanted to.

The CM2000 system was in the process of being rolled out in the remaining areas so
that the whole service would be covered.

Grade awarded for this statement: 5 - Very Good
Number of requirements: 0

Number of recommendations: O
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Quality Theme 3: Quality of Staffing
Grade awarded for this theme: 5 - Very Good

Statement 1

We ensure that service users and carers participate in assessing and improving the
quality of staffing in the service.

Service strengths

We found this service had performed to a very good standard in the areas covered by
this statement. We concluded this after we spoke to staff, service users and relatives/
carers; looked at the relevant records and reviewed the questionnaires we received.

In addition to the related strengths detailed under Quality Statement 1.7:

Service users' views on the quality of staffing had been asked for using the review
process and the customer satisfaction surveys. We saw that the feedback received
had been very positive. During the inspection we also found that there were high
levels of satisfaction with the quality of the staff team and the service they provided.

Service users had been asked routinely if they had a preference for a male or female
warker. Where a preference had been stated this had been respected and recorded in
persanal plans.

Where service users had asked for a change of carer this had been done. We found
that this had been carried out in a non-judgemental way with the focus being on
service users feeling comfortable and confident with the staff who attended them.

The focus group had become routinely involved in aspects of the service relating to
staffing. This had included:

+involvement in staff recruitment

- developing the questions about staffing that had been included in the
customer satisfaction survey

- involvemnent in developing the new staff handbook

- presentations about the new senior home support worker role

he way the focus group had been supported to be involved in meaningful ways was
very good and the members we spoke to were very positive about the way this had
been developed and supported.

The newsletter included information about staffing topics like the development of the
senior home support workers.
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Areas for improvement
In addition to the related areas for improvement detailed under quality statement 1.1:

Although the feedback abaut staffing was very positive overall, consideration should
be given to adding specific questians to review meetings and customer feedback
forms to get service users’ views on the following:

- the consistency of staffing
- the number of different staff that attend individual service users
- how well sickness and holiday cover is managed

Along with the monitoring carried aut by the management team using the CM2000
systern, this would help to identify any particular issues that individual service users

might have. We made a recommendation abaut this under quality statement 3.3 in
this repaort.

It was planned that members of the focus group would become more involved in staff
training from early 2013 onwards.

Grade awarded for this statement: 5 - Very Good

Number of requirements: 0

Number of recommendations: O
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Statement 3

We have a professional, trained and motivated workforce which operates to National
Care Standards, legislation and best practice.

Service strengths

We found this service had performed to a very good standard in the areas covered by
this statement. We concluded this after we spoke to service users, relatives and staff;
looked at the relevant records and reviewed the questionnaires we received.

The service users and relatives we spoke to during the inspection were very positive
overall about the quality of the staff team and the care and support they provided. We
were tald that most of the staff "go that extra mile” doing extra jobs in their own
time such as bringing in morning ralls, posting letters and making additional cups of
tea. Lots of people told us they could not manage without the service and were very
grateful to the staff. We received a lot of very positive comments including:

"Priceless - really good lassies.”

"The carers are always cheery each time they attend me. They see to my needs and |

look forward to seeing them. They have had a good training and we have an excellent
rapport with each other.”

"They can't be mare helpful and palite.”

"Brilliant - couldn’t complain - very courteous.”

“They go aver the top to help.

"Absolutely great staff - will do anything for you”

" look forward to the friendly banter with the carers and feel so much better.”
“The tuck in is excellent - | feel very secure.”

"No bother with any of them - I'm very content”

"I'm very happy - | don't know how anyone could be anything else but happy.”

"Excellent - couldn't ask for better, very caring and very considerate. | have the
admiration far all the girls."

"Two decent lads - very easy (o get on with"

"Some carers are exceptional - very good and very efficient”
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"' would look at the service as a life saver for both me and my wife”

“The community alarm is alsa a very good service. It is checked reqularly and gives me
peace of mind."

In terms of the reablement service, staff were said to be experienced, skilled and
responsive ta needs. Some of the comments we received included:

"They are so polite, well trained and obliging.”

"| couldn’t have done without the service.”

"Overall it was a very positive experience.”

"The staff are good - trained up and they focused on my needs.”

"They were super.

"I had the paperwork and this reflected what | needed to be helped with."

"l was very satisfied with the work of the carers.”

"l wrote up the goal plan with them".

"They gave me great respect.”

"l have been very well looked after by all the carers who have visited me. | cannot
fault any part of the service and can only praise all the lassies who showed such
kindness and patience to me. | was really sorry when | didn't need them any more.”
The pravider had developed policies and procedures and a new staff handbook to
guide and inform staff practice. Standards had been set so that staff were clear about
their roles and responsibilities. We saw that arrangements were in place to monitor
staff performance ta make sure that the expected standards were being maintained
for service users.

A clear staffing structure had been put in place and this set out who was responsible
for different aspects of the service. Information about who to contact had been given
to service users. This had supported good staff management and accountability.
Twenty four senior home support worker posts had been introduced since the last
inspection in response to the needs of the service. A specific training programme had

been delivered to inform and support this role. As well as making home visits and
carrying out suppart, these staff had a supervisory role and dedicated management
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time. This was a positive development that and supported home support managers
and further promoted the approach to quality assurance.

There had been a planned approach to staff training and this had been monitored to
make sure the required training had taken place. Some of the topics were mandatory
which meant that staff had to attend. This had included child and adult protection;
health and safelty, moving and assisting; infection control and fire awareness.

We found that staff had undertaken training that was responsive to the specific needs
of individual service users. This had included topics like Parkinson's disease, alcohol
awareness, palliative care and meal time assistance. Extra training had also been
arranged where it had been identified that parts of the service needed more
development, like record keeping. This was a good approach that supported
continuous improvement.

A training programme had been put in place to support staff to get qualifications that
would allow them to register with the Scottish Social Services Council (SSSC). The
purpose of the SSSC staff register is to support the delivery of a safe and qualified
social care workforce. To date, 70 % of home suppart waorkers were trained to SVQ
Level 2 and 41% of senior home support workers had SVQ level 3.

A new appraisal system had been introduced to support staff performance and
development. Staff also had supervision meetings with their manager to explare and
support their individual training and personal development needs.

There had been regular staff team meetings to support good communication. These
meetings had been used to discuss caseloads, changes and planned developments as
well as the training needs of individual staff. Staff told us they could access their
manager whenever they needed to when any issues ar concerns came up.

The CM2000 system was being used to monitar how many different home support
workers were going to service users when their reqular warkers were on haliday or off
sick. This was to identify any issues to cut down on the number of different staff
attending individual service users.

We found the staff we spoke with during the inspection to be professional,
knowledgeable and motivated to provide a good quality service. Staff said training
was very good and they felt well supparted and safe at work. There had been a low
turnover of staff and this had provided good continuity for service users and their
relatives/ carers. Staff valued the work they did and felt able to provide a high
standard of care and support.

We received 13 completed questionnaires from staff with different roles who had
worked in the service for a period of less than six months up to six years and over.
The questionnaires asked questions about palicies and procedures; training and
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development; resources; safety; communication and views on the quality of the
service being provided. The responses to the questions asked were very positive. The
comments in the questionnaires included:

"The training | receive related to my job is very good. It helps me to pravide a good
service to service users.'

"| attended lots of training in my first manth to prepare me for job role.

Lay Assessors Reparts
People had very positive views about the staff. Some of the comments were:

"They are so punctual | could put the kettle on for them.”
"The girls do a magnificent job - | wouldn't like to do it!"
"I'm delighted with my carer during the week."

"Overall the carers are lovely and would do anything for you."

"They are very pleasant and helpful - they chat away to you. | can't complain about
anything.'

"No complaints about the care - girls come at the right time.”
"Staff are brilliant, great - no complaints.”
"Staff are fine - you can approach them if you are worried.”

"The two girls that come are very good - | get on well with them and they always
come at the right time - perhaps an hour late if it's anather girl”

"Staff treat me well - very respectful.”

"Girls are very nice and helpful

"Girls are lavely - every one.”

Areas for improvement

As detailed under quality statements 1.3 and 3.1, some service users felt the
continuity of staff could be improved, especially at weekends and during holiday
periods. Most of the service users we had contact with were very happy with their
staffing arrangements but some peaple felt there had been a deterioration in reqular
carers since the CM2000 system had been introduced. They told us:
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"If there could be a way of people getting the same worker in when its haliday time
that would be better”

"Sometimes different girls at weekends - all the girls are still very pleasant but | have
had six different girls at a weekend."

"I'would like to see more regular weekend staff "

"I would prefer to have the same home care helpers Monday ta Friday rather than
having the week split between two different helpers as at present.”

‘I don’t like getting different members of staff who do not know me when my reqular
girls are off "

The management team were aware that maore training and support was to be given
to staff who were new to arganising staff allocations and this was in the process of
being reviewed to address these concerns. The management team should take action
to find out how many people have concerns about this to address any issues on a
case by case basis - see recommendation 1.

A trial was ongoing where service users were being given a print out detailing the
staff who would be covering when regular home support workers were on haliday and
the times they would attend.

The registration of staff with the SSSC was angoing with priority being given to staff
who had recently taken on the role of senior home support warker.

Lay Assessors report

"Carers are excellent - only at weekends is it a bit confusing as I'm not sure when
they are coming in."

Grade awarded for this statement: 5 - Very Good
Number of requirements: 0

Number of recommendations: 1

Recommendations

1. A targeted review of service user satisfaction in relation to the continuity of
staffing should be carried out to identify and address any areas of concern.

National Care Standards - Care at Home, Standard 4 Management and Staffing.
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Quality Theme 4: Quality of Management and Leadership
Grade awarded for this theme: 5 - Very Good

Statement 1

We ensure that service users and carers participate in assessing and improving the
quality of the management and leadership of the service.

Service strengths

We found this service had performed to an excellent standard in the areas cavered by
this statement. We concluded this after we spoke ta service users, relatives/carers
and staff; looked at the relevant records; met with members of the focus group and
reviewed the questionnaires we received.

In addition to the related strengths detailed under quality statements 1.1 and 3.7:

The service user focus group had become well established. We found that this had
continued to be 3 very positive initiative that had been well managed and supported.
The Lay Assessor met with members of the focus group during the inspection. They
were very enthusiastic about it and said they felt valued and involved in all aspects of
the service including future planning.

The purpose of the group was to support meaningful involvement and to inform
people using Inverclyde Council's services about what was available to support older
people. There was evidence that the management team had responded properly to
reedback and suggestions fram the group who had been consulted and involved in
the following aspects of the service:

+ the development of the new staff handbook

- the self assessment process

- the development of customer satisfaction forms
- staff recruitment

- the development of the revised care plan format

The focus group members had also been kept informed about changes and new
Initiatives in the service. They had attended presentations on the introduction of the
senior support worker role, the CM2000 system and the reablement initiative.

The focus group had continued to carry out infarmation sessions in the form of
'roadshows’ where they visited sheltered housing complexes and local community
events to raise awareness about what they did. This had involved giving out
Information about resources in the community, keeping people up to date with what
was happening and asking for people’s views about the quality of the Care & Support
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meaningful involvement.

Membership of the group had continued to increase. Consideration was being given
to the development of sub-groups that would be involved in specific areas like
recruitment, training and so on.

The newsletter had been used to keep service users up to date with what was
happening in the service. Information about haow the service was performing had
been included and this let people know what was being done well and the plans for
further improvement.

Questionnaires had been used to get feedback from group members who had
attended sessions like manual handling training and reablement to get their feedback
about the content and suggestions for improvement.

As detailed under guality statement 1.1, stronger links had been developed with
Inverclyde carers centre. A member of staff had been identified as a link person and
there were plans to develop a group for relatives/carers.

Lay Assessors reports

Everyone was very pleased with the care and support that they received and were
very complimentary about the carers and the quality of the support that they are
given. Comments included:

'| get everything | need. It's a very good service. The carers are very cheery.

All people spoken to had heard of the Care Inspectorate even if they were not fully
aware of its role.

The people from the facus group using care and support at home services
commented:

"Training of staff - we go and take part in this."
"If anyone has prablems with homecare where we live they speak to us about it."
"The senior carer in charge is very good - they take the minutes of the meetings.”

"They discuss plans for the future with us including other agencies - they keep us up
to date.”

"They ask our opinion - managers ask our opinion and they get us to go and do
things like training roadshows.”

"They do a great job - the senior carer is an excellent worker.”
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"We have an opportunity to speak and we get listened to."
"Our opinions are valued."

"We have brought things up at the focus group meetings and our proposals have
been acted upan - for example, they changed the name from 'Dial a Bus' to "My Bus'.
"l have a new life back”

Areas for improvement

The management team should continue to promote awareness of the focus group so
that service users are fully aware of their role.

Grade awarded for this statement: 6 - Excellent
Number of requirements: 0

Number of recommendations: 0
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Statement &

We use guality assurance systems and processes which involve service users, carers,
staff and stakeholders to assess the quality of service we provide

Service strengths

We found this service had performed to a good standard in the areas covered by this
statement. We concluded this after we spoke to service users, relatives and staff;
looked at the relevant records and reviewed the questionnaires we received.

In addition to the related participation methods detailed under quality statements 1.7,
37 and &4.1:

Clear standards had been set in relation to the standards that were expected from
staff. The staff we spoke to knew what their roles and responsibilities were and there
was evidence that senior staff monitared this to make sure standards were kept up.
There were very high levels aof satisfaction with the service and people told us:

"It's a great service - first class.’

"I have found this service extremely helpful after | left hospital. It took a lot of
pressure off my mind as to how | would cope with taking care of myself. The staff
that have tended to my needs have been very helpful, pleasant and have taken good
care of my needs. They have arrived at an acceptable time and make sure | have all
the care possible. An admirable standard of service.”

"I've no complaints but if | did | know they would sort it”

"l know who to contact if there's a problem or | need advice.”

"| think it's a very well run service - |'ve never been let down."

"Apart from sometimes having a few too many staff if my own girls are off it's a
godsend - | couldn't live in my own home without it.”

"It's an exceptionally good service - they're always asking if things are okay.”

"An excellent service has been provided by the home helps. There have been a couple
of minor problems when the permanent staff are on haliday. However, these are
sorted aut when | phone the office. In general an excellent service.

We found that the service had been well organised. Individual members of staff were
responsible and accountable for specific parts of the service including monitoring and
reviewing quality standards. We also found that there were effective structures in

place to support the day to day delivery of the service including good communication
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Meetings with the cantracted services that provided home care on the council's
behalf had recently started. The management team aimed to have these meetings on
a regular basis to increase and improve communication, consultation and information
sharing. This was a positive development that should support the delivery of
consistently good standards of service and joint working.

A few of the service users we spoke to during the inspection had questions and
concerns and they gave us permission to discuss these with the management team.
We saw that action was taken very quickly to deal with the issues raised and this
showed that staff took a positive approach to receiving and addressing comments ar
concerns to make sure people were happy with the quality of the service they were
receiving. The service users we spoke to said that any issues or concerns had been
dealt with quickly.

There had been a good approach to planning and reviewing the range of services
provided by the Care & Support at Home service. We looked at a number of reports
that had been produced and these detailed the positive impact that each aspect of
the service had on improving service users' guality of life. These reports set out what
the service wanted to achieve and we saw that performance had been reviewed to
measure progress. This included:

- The Inverclyde carers strategy
- The reablement activity repart

- The community alarm and telehealthcare update report
- The falls project

- The telecare strategy

We saw evidence that the role of the senior HSW had made a positive impact. Part of
this role invalved quality assurance checks and some of the service users we spoke to

referred to the senior popping in now and again to check everything was okay and to
check staff recardings.

The CM2000 system had been implemented into 50% of the total service so far. This
allowed information about service users' needs, changes or special instructions to be
sent to staff quickly via the mobile phone system. The phone system also manitored
the timing of visits and the staff who attended. An overview of this information could
be easily pulled together for the management team to maonitor standards. The system
also provided good evidence to show whether support times needed to be increased
or decreased.
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Lay Assessors Reports
Comments were:

"Carers are very respectful and punctual. | have no problems at all and if | did | would
know who to contact”

“I've na complaints at all. | get all the help | need. I've got a phone number to call if
I'm not happy.”

Areas for improvement

When meeting with the private providers who deliver home care on behalf of the
service, discussion araund the continuity of staffing and how this is promoted and
monitored should always be included. We made a recommendation about this - see
recommendation 1.

A palicy should be developed to inform the approach taken to carrying out spot
checks on staff. This should state the minimum number of checks that are to be
carried out each year with the flexibility to increase this in respanse to the needs of
staff and the service. A form to guide and record the checks should also be developed.
A system should be established to plan and track the spot checks to make sure the

palicy is adhered to. We made a recommendation about this - see recommendation
2.

Service users In one area had been getting a print out detailing the timing of visits
and the staff attending as a trial to see how well this worked as a way of letting
peaple know who would be covering holiday periods. Service users who had received
this told us they thought it was a good idea.

The management team should draw up a schedule detailing the local quality checks
in place and how often they happen, for example, staff supervision, appraisals,
meetings, care plan reviews, medication records and so on. Supporting audit tools
should be developed to guide staff carrying out the checks to maintain a consistent
approach. This would further imprave the approach ta quality assurance.

We were told that, once the CM2000 system is fully operational in all areas, there was
an expectation that the contracted agencies providing home support on the council's
behalf would also use this system. This is important as most of the issues around the
continuity of staffing happened when regular staff were off and other agencies
pravided cover.

Although reviews had been well managed, consideration should be given to the way
that six monthly reviews will be planned and tracked given the large number of
people using the service. Discussion took place around this becoming part of the
senior HSW role which could be linked in to the spot checks carried out.
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While the introduction of the senior HSW role was a very positive development, the
management team were aware that more work was needed to make sure that the
respansibilities of staff were clear in terms of what they were expected to do and
there were plans to address this.

The quality assurance palicy should be reviewed and updated to reflect changes that
had taken place, for example, the development of the senior HSW role in quality
assurance and changes to the staff supervision system.

Grade awarded for this statement: 4 - Good
Number of requirements: 0

Number of recommendations: 2

Recommendations

1. The continuity of staffing and how this is promoted and monitored should be
discussed with contracted agencies on a regular basis.

National Care Standards - Care at Home, Standard 4: Management and Staffing.

2. A policy should be devised and implemented to inform and support the approach
taken to carrying out spot checks on staff,

National Care Standards - Care at Home, Standard 4 Management and Staffing.
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4 Other information

Complaints
No complaints have been upheld, or partially upheld, since the last inspection.

Enforcements

We have taken no enforcement action against this care service since the last
Inspection.

Additional Information
No additiional information.

Action Plan

Failure ta submit an appropriate action plan within the required timescale, including
any agreed extension, where requirements and recommendations have been made,
will result in SCSWIS re-grading the Quality Statement within the Management and
Leadership Theme as unsatisfactory (1). This will result in the Quality Theme Ffar
Management and Leadership being re-graded as Unsatisfactory (1).
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5 Summary of grades

Quality of Care and Support - 5 - Very Good

Statement 1 5 - Very Good

Statement 3 5 - Very Good

Quality of Staffing - 5 - Very Good

Staterment 1 5 - Very Good

Statement 3 5 - Very Good

Quality of Management and Leadership - 5 - Very Good

Statement 1 6 - Excellent

Statement &4 4 - Good

6 Inspection and grading history

Date Type Gradings
4 Oct 20M Announced {Short Care and support 5 - Very Good
Notice) Staffing 5 - Very Good

Management and Leadership  Naot Assessed

24 Aug 2010 Announced Care and support 5 - Very Good
Staffing Not Assessed
Management and Leadership 4 - Good

21 Aug 2009 Announced Care and support 4 - Good
Staffing &4 - (Good
Management and Leadership & - Good

5 Sep 2008 Announced Care and support 4 - Good
Staffing 4 - Good
Management and Leadership 4 - Good

All inspections and grades before 1 April 2011 are those reparted by the farmer
regulator of care services, the Care Commission.
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Inspection report continued

To find out more about our inspections and inspection reports

Read our leaflet "How we inspect’. You can download it from our website or ask us to
send you a copy by telephoning us on 0845 600 9527.

This inspection report is published by the Care Inspectorate. You can get more copies
of this report and others by downloading it from our website:
www careinspectorate.com or by telephoning 0845 600 9527.

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

Tha am foillseachadh seo ri fhaighinn ann an cruthannan is canain
eile ma nithear iarrtas.
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Na zyczenie niniejsza publikacja dostepna jest takze w innych
formatach oraz jezykach.

Telephone: 0845 600 9527
Email: enquiries(@careinspectorate.com
Web: www.careinspectorate.com
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