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About the service

Trust Housing Association Limited Branch 1 was registered with the Care Inspectorate on 1 April 2011 to provide a
housing support service for older people. The service registered a Care at Home service in August 2013 and is
now providing a combined Housing Support and Care at Home service.

The branch includes developments in Edinburgh, the Highlands and the Borders.

The mission statement for the organisation states that they 'provide quality homes and services that promote
independent living.'

Trust Housing Association Ltd's key goals include: 'Customers First and Prepared for Change and Ready for
Opportunities.'

What people told us

People using the service were very happy with the support they received. They spoke highly of the activities on
offer and the staff who supported them.

Comments included the following:

"I feel safe and secure in my home and in this development. Staff are very supportive and discreet."

"The residents are fortunate being in the care of excellent staff."

"I feel that I get a lot from the service. Not only do I get treated with respect but I feel I am part of a big, happy
family. Everyone looks out for one another and if I need help I know I can rely on the staff to help me with any
problems that may arise, and they do it in a lovely friendly but professional manner. If I have any worries I can
ask for help or advice, if they can't help they will point me in the right direction, constantly putting me at ease. I
have no worries or concerns whatsoever."

"The standard of care provided here cannot be faulted. It is first class and should any questions need answering
it is dealt with quickly and efficiently. The coordinator, in my opinion, goes above and beyond her
duties...excellent!"

"I am confident with the quality of care and support- excellent staff!"

"Absolutely delighted with level of care and service. Everbody has been really kind and caring."

"I am very happy with service and support. Couldn't be in a better place."

"Whilst I don't need a care package the onsite staff have supported me in emergency situations. Staff check on
my well being on a regular basis. My family and I have great peace of mind with the current arrangements."

"At the moment I don't receive care but I am very very happy here."

"I am happy with the support I get."
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"The care and attention from the staff is great, because they are always there to help and support me. Nothing
too much trouble, it gives me a sense of security."

"Out of choice I receive basic support but I am aware of what is available to me if I should require further
support. I am very happy with the support I do receive."

"Not long enough at lunchtime."

"I think I am very lucky to live here."

"I have great faith in the warden as when I was ill she made sure I had everything I needed. She also was very
prompt in getting any repairs done when I had problems with my door, leaking toilet and boiler issues."

Self assessment

We are not requesting that services submit a self assessment for this inspection year.

From this inspection we graded this service as:

Quality of care and support 6 - Excellent
Quality of staffing 6 - Excellent
Quality of management and leadership not assessed

Quality of care and support

Findings from the inspection

Trust Housing Branch 1 provide excellent opportunities for people to participate meaningfully in how they work,
deliver and develop the services they receive. People can get involved and have their say in numerous ways and
at numerous levels, according to their interest and inclination. Examples of this are Annual General Meetings in
each development, Quality Assurance visits, external 'Having Your Say' quality assurance, the 13 group (which
influences rent consultation and spending), service user forums, feedback forms and their complaints pathway.
People told us they could speak to staff within their development at any time and that they were involved in
their care planning. This meant that Trust knew the people using their services very well and they demonstrated
how they used this information to deliver the services people wanted and needed.

People receive a welfare check every morning and valued the feeling of security this gave them. Continuity of
care is good, with a well established staff team in each development. People spoke highly of individual co-
ordinators who they had established a good relationship with over time and how responsive they were. Likewise
there were good links with external professionals, and staff were knowledgeable about referral pathways when
people needed more support. This meant people's needs were met by the right number of people.

Care plans are extremely good. They contain life story work which shows staff have given a lot of time to getting
to know people well. People are involved in their care planning and others they wish to involve. They are written
in the person's own words and give an immediate sense of the person's needs and how they want things to be
done. They are individualised, person led and outcome focused.
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This meant people were treated as an individual by people who respect their needs, choices and wishes, and
anyone making a decision about their future care and support knows them.

Trust Housing have an ongoing commitment to continuous improvement. For example, the area manager is
looking to restructure quality assurance visits to better capture the experience of the increasing numbers of
people using the service who have dementia, and is researching the best ways of doing this.

There are regular activities taking place within each development and their local communities which are tenant
led. All of the above is supported by a dynamic improvement plan which shows the service responds to the
needs and wishes of the people living in their developments to an excellent degree.

Requirements

Number of requirements: 0

Recommendations

Number of recommendations: 0

Grade: 6 - excellent

Quality of staffing

Findings from the inspection

Trust Housing Branch 1 focuses strongly on the retainment and development of its staff team, where a culture of
learning and ongoing professional progression is supported to an excellent level.

The service recruits according to Safer Recruitment guidelines. Staff received a robust induction, with the training
we would expect to see and two robust probationary reviews in their first six months of employment which gave
them confidence to carry out their role. Communication between management, staff, people using the service
and their families was of a very high standard. This meant that the management team were aware of the quality
of support being provided and any issues or concerns were addressed promptly. People experienced staff
speaking and listening to them in a way that was courteous and respectful, with their care and support being
the main focus of people's attention.

Policies and procedures informed the operation of the service and staff were clear about the standard of
performance that was expected of them. SSSC registration is centrally managed effectively. Staff had access to a
very wide range of training, including care planning training, which helped them provide people with informed
support, and at the right time. This was consistent across the staff team in the different developments we
visited. SVQ attainment within the service was high. This meant people could have confidence in staff because
they are trained, competent and skilled, are able to reflect on their practice and follow their professional and
organisational codes.
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Staff received high quality supervision which focused on developing the supervisee in a way that is centred on
achieving better outcomes for people using the service and the people important to them. Likewise regular team
meetings are held within each development which focuses on both practical and practice issues which promoted
team work, sharing of knowledge and consistency of working practices. This meant that people experienced high
quality care and support based on relevant evidence, guidance and best practice.

People told us about the positive difference the service had made to their quality of life and how staff support
(and the consistency of the staff team) meant their independence was promoted and their needs were met. Staff
had built very positive trusting relationships with people. People knew who would provide their support on a
day-to-day basis and what they were expected to do and they were empowered and enabled to be as
independent and as in control of their life as they wanted and could be.

Requirements

Number of requirements: 0

Recommendations

Number of recommendations: 0

Grade: 6 - excellent

Quality of management and leadership

This quality theme was not assessed.

Previous requirements

There are no outstanding requirements.

What the service has done to meet any requirements we made at
or since the last inspection
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Previous recommendations

There are no outstanding recommendations.

Complaints

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

Enforcement

No enforcement action has been taken against this care service since the last inspection.

Inspection and grading history

Date Type Gradings

15 Sep 2017 Announced (short
notice)

Care and support 5 - Very good
Environment Not assessed
Staffing Not assessed
Management and leadership 6 - Excellent

9 Sep 2016 Unannounced Care and support 5 - Very good
Environment Not assessed
Staffing 5 - Very good
Management and leadership Not assessed

3 Sep 2015 Announced (short
notice)

Care and support 5 - Very good
Environment Not assessed
Staffing 5 - Very good
Management and leadership 5 - Very good

What the service has done to meet any recommendations we
made at or since the last inspection
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Date Type Gradings

6 Aug 2014 Announced (short
notice)

Care and support 4 - Good
Environment Not assessed
Staffing 3 - Adequate
Management and leadership 4 - Good

31 Oct 2013 Announced (short
notice)

Care and support 5 - Very good
Environment Not assessed
Staffing 4 - Good
Management and leadership 5 - Very good

27 Dec 2012 Announced (short
notice)

Care and support 4 - Good
Environment Not assessed
Staffing 4 - Good
Management and leadership 4 - Good

26 Nov 2010 Announced Care and support 5 - Very good
Environment Not assessed
Staffing 5 - Very good
Management and leadership 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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