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About the service

The Care Inspectorate regulates care services in Scotland. Information about all care services can be found on our
website at www.careinspectorate.com

The service was previously registered with the Care Commission and transferred its registration to the Care
Inspectorate on 1 April 2011.

The service is registered to provide Care at Home and a Housing Support service for older people. It now
operates with six staff teams over 16 housing developments across central and west Scotland. The type of
service delivered from these developments varies from sheltered to housing with care. The developments we
visited during this inspection were located in Pollock, Pollockshaws, Clydebank and Greenock. We made
telephone contact and sent questionnaires to people of the services we did not visit. The registered manager is
the named branch manager. Each development has a housing with care manager or co-ordinator and support
staff.

The provider is Trust Housing Association Ltd. The organisation's Our Purpose statement is to: 'Provide quality
homes and services that offer independence and choice.'

The organisation's values are: "Innovative, Collaborative, We Care About People, Agile and Aspirational.

What people told us

Comments from the returned questionnaires and the people we spoke with during the inspection were mostly
very positive and included:

"I've got a nice view here on to the trees which is peaceful and pleasant. Now that the care has started I have
staff taking me out now a few days a week. They are patient and give me time to do all I want to do. It lets me
get walking and agile which I have always been. The meals are good, and I get chatting to my neighbours so it's
a good social area in the dining room".

"My mother is most appreciative of everything her carers do for her but she always feels they could do with
a little more time. This is not a complaint. The whole family are very satisfied with the excellent standard of care
she receives. Thank you and well done!".

"Couldn't say anything negative".

"I had a social work review recently to see if I was happy here, which I am. They have increased my care package
to meet my needs so I can still live at home and I'm happy with this. I enjoy going to the hairdressers in the
development every week as I meet other tenants and like to chat with everyone. I enjoy the meal service and sit
with my friends I've met over the years staying within the development".

"The staff respond quickly to the alert system and after 10pm the alarm goes to the call system but they are
quite quick to respond".

"The staff and the meals are very good, I was in a care home but since moving here I have more independence
and my health has improved".
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Self assessment

We did not request a self-assessment this year.

From this inspection we graded this service as:

Quality of care and support 5 - Very Good
Quality of staffing 5 - Very Good
Quality of management and leadership not assessed

What the service does well

People who use the service and their relatives told us that they very much appreciated the service and found
the service to be of a very good standard and that staff always went that "extra mile" to offer help and
assistance.

In one service we joined some people at their coffee morning in a communal lounge. The people we spoke
with told us that they have regular entertainment and social gatherings and often go on outings. This helped
people to socialise and prevented them from feeling lonely or isolated.

People should be fully involved in assessing their emotional, psychological, social and physical needs at an early
stage, regularly and when needs change. Personal plans reflected what was important to each person to help
guide staff on the best ways of supporting them. People were confident that care reviews were being used to
check if there was any changes with their care or support needs and inform any changes needed to the support
plan or risk assessments. This means that there should be a continuity of approach by staff.

We looked at medication procedures for services that provided housing with care and noted that people's
medication was securely stored and that medication administration records were accurate and up to date. Staff
who administer medication had received appropriate training which was refreshed yearly. The local
Pharmacist had recently undertaken an audit of the medication systems and found them to be satisfactory. This
ensured that people were receiving the correct medication that promoted their health and wellbeing.

We found that the service had positive relationships with external social care and health care professionals.
There was good evidence of staff seeking their advice to improve the support and care of individuals. This
ensured that their health and welfare needs were being met. We discussed with the managers at feedback the
benefit of recording significant information from visiting health professionals for example weight loss which
would help inform the person's plan of support.

We noted that staff were recruited in a way which was informed by all aspects of safer recruitment guidance.
The process was well organised and documented so that the core elements of the procedure were followed
consistently. We saw that people experiencing care had the opportunity to be involved in the process in a
meaningful way, and meant their views were taken into account about recruitment decisions.
.
People who experience the service can be reassured that staff undergo a comprehensive induction training
programme to help equip them with necessary knowledge and skills prior to providing support. This meant that
people had confidence in the staff supporting them.
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People who experience the service should 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. We could see
that staff had regular opportunities to attend training to learn new skills and to refresh their knowledge. Regular
supervision and appraisal meetings were taking place which gave the staff opportunities to discuss their roles
and develop their practice. This meant that people could be assured that staff kept their knowledge and skills up
to date to ensure a very good quality of care was being provided.

We noted one housing complex had developed an on the spot care audit used to inspect the quality of the
service provided to people. This meant that people could be confident that the quality of support received was
regularly monitored and continuously improved by the service.

We could conclude from what we saw and what people told us that the service was having a positive impact in
people's quality of life which was achieved by a motivated and hard working staff and management.

What the service could do better

People should be supported to discuss significant changes in their life, including death or dying and which
should be handled sensitively. We signposted the manager to the best practice document, "Anticipatory care
planning: Guidance for professionals".https://ihub.scot/project-toolkits/anticipatory-care-planning-toolkit/
anticipatory-care-planning-toolkit/)

The service had introduced equipment to monitor and summon help for people who were at risk of falls and we
saw people were referred to the local Falls Team. We noted that risk assessment documentation for the
management of falls could be improved to reflect current best practice guidance.
http://www.careinspectorate.com/index.php/guidance/9-professional/2737-falls-and-fractures

We noted one person who was living with dementia often went out on their own and on occasions would have
difficulty finding their way home. We asked that the service undertakes a risk assessment for this person that
would include family members and relevant agencies to show the management of the situation. (See
recommendation 1. )

Requirements
Number of requirements: 0

Recommendations
Number of recommendations: 1

1. The provider should ensure that there are detailed risk assessments in place for people who are at risk
of going missing.

This ensures care and support is consistent with the Health and Social Care Standards, which state that: 'If I go
missing, pepole take urgent action, including looking for me and liaising with the police, other agencies and
people who are important to me' (HSCS) 3.23.
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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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Previous requirements

There are no outstanding requirements.

Previous recommendations

There are no outstanding recommendations.

Inspection and grading history

Date Type Gradings

9 Mar 2018 Announced (short
notice)

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

28 Feb 2017 Unannounced Care and support 5 - Very good
Environment Not assessed
Staffing Not assessed
Management and leadership 5 - Very good

26 Feb 2016 Announced (short
notice)

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

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

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

28 May 2014 Announced (short
notice)

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

20 Dec 2012 Announced (short
notice)

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

12 Mar 2012 Announced (short
notice)

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

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

18 Dec 2009 Announced Care and support 5 - Very good
Environment Not assessed
Staffing 5 - Very good
Management and leadership Not assessed

16 Feb 2009 Announced Care and support 4 - Good
Environment Not assessed
Staffing 4 - 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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