Inspire Aberdeen North
Housing Support Service
Flat 20
43 Union Street
Aberdeen
AB11 5BN
Telephone: 01224 576843

Inspected by: Gordon McIntosh
Type of inspection: Announced (Short Notice)
Inspection completed on: 2 February 2012

Inspection report continued

Contents
1
2
3
4
5
6

Page No
3
4
5
8
14
15
15

Summary
About the service we inspected
How we inspected this service
The inspection
Other information
Summary of grades
Inspection and grading history

Service provided by:
Inspire (Partnership Through Life) Ltd

Service provider number:
SP2003000031

Care service number:
CS2004068564

Contact details for the inspector who inspected this service:
Gordon McIntosh
Telephone 01224 793870
Email enquiries@scswis.com

Inspire Aberdeen North, page 2 of 16

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 4
Quality of Staffing
Quality of Management and Leadership 4

Good
N/A
Good

What the service does well
Inspire Aberdeen North helps people to live in their own flats or in shared houses
across Aberdeen. Staff help people to be as independent as possible and make
choices about their lives.

What the service could do better
There have been lot of staff changes in the past year and this has had an effect on
the people supported by some branches.

What the service has done since the last inspection
The service has changed completely since the last inspection; some branches left the
service, there is a new manager, many of the staff have changed.

Conclusion
There have been a lot of changes in the past year and this has been difficult for some
of the people supported. The staff and management have tried very hard to keep up a
high standard of care.

Who did this inspection
Gordon McIntosh
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1 About the service we inspected
Inspire Aberdeen North provides a support service, mainly for people with learning
disabilities, physical disabilities and mental health problems. The service is part of a
large voluntary organisation based in Aberdeen. The service consists of four branches.
Two branches support people who live in shared houses, one branch supports people
who live in flats in a housing complex and one branch supports someone who lives in
a separate flat. Support packages vary according to the needs of individuals.
Before April 2011 this service was registered with the Care Commission. On this date
the new scrutiny body, Social Care and Social Work Improvement Scotland (the Care
Inspectorate), took over the work of the Care Commission, including the registration of
care services. This means that from 1 April 2011 this service continued its registration
under the new body, the Care Inspectorate.
Based on the findings of this inspection this service has been awarded the following
grades:
Quality of Care and Support - Grade 4 - Good
Quality of Staffing - N/A
Quality of Management and Leadership - Grade 4 - 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 following other regulatory activity. You can
find the most up-to-date grades for this service by visiting our website
www.scswis.com or by calling us on 0845 600 9527 or visiting one of our offices.
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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
This report was written following visits to the service on 23, 25, 26 January & 2
February 2012. The inspection visits were carried out by one Care Inspector at short
notice, to ensure that people supported could participate.
The service had submitted an annual return and self evaluation as requested. Care
Inspectorate records were consulted prior to inspection visits. Policies, procedures and
records were examined including:
* Personal plans of people supported by the service
* Minutes of staff meetings.
* Minutes of house meetings
* Accident and incident records
* Complaints records
* Medicines records
* Records of health and safety checks
* Diaries, rotas, handover books/sheets, communication books.
* Weekly planners
* Interviews/meetings with:
- Service manager (group leader)
- Team leader
- Eight support workers/support assistants
- Nine people supported by the service.
* Three family members
* Nine care standards questionnaires were returned by people who use the service
* One care standards questionnaire was returned by family members
* Nine staff questionnaires were returned
* Collated feedback from provider meeting for family carers
* Reports from "Positive people" group.
* "Include, Involve, Inspire Strategy 2011-2014"
* Observation of practice.
* Inspection of premises and surrounding areas.
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Feedback was provided to the service manager, including discussion of the proposed
grades.

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 normal 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
take. You can find out more about care services' responsibilities for fire safety at
www.firelawscotland.org
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What the service has done to meet any recommendations we made
at our last inspection
Recommendations were being addressed at the time of this inspection.

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.
A detailed self assessment was provided as per request.

Taking the views of people using the care service into account
The people spoken with were very happy with their support and their staff. "...they are
doing their job the way that they should be, there to encourage me and motivate me
to run my house......sits with me at my meetings. Works out what I want to say. I had
a meeting last week." "I was having a problem about going to bed but we have an
agreement about bed times now."
"I can speak about anything I want to change. I can speak to...... or.......(team leader).
My planner tells me who is coming when."

Taking carers' views into account
The family members spoken with were very positive about the staff and the service
but some had major reservations about the changes which had taken place during
the year and the way that these changes had been handled by senior management,
see body of this report for comment.
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3 The inspection
We looked 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: 4 - 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
The policies, procedures and strategy of the service all emphasise inclusion, choice
and independence. The staff spoken with were aware of what was expected; one new
member of staff stated that they had been "amazed" at how much freedom of choice
and independence the service had been able to encourage; " we are always here to
help people out, but they like to do all the things they can manage."
"Positive People", the consultation group for people supported by the company,
contributed to the formation of some of the policies and procedures.
The care plans examined were very detailed and included assessments, risk
assessments and support guidelines for all major areas of support. There were
communication guidelines in the support plans examined to help staff to consult and
include people as much as possible. Key workers were appointed at an early stage to
help people develop and monitor their care plans. People were aware of the contents
of their support plans and said they could see them at any time. One person guided
the inspector through their care plan which was presented in plain English with lots
of pictures and symbols to aid understanding. Progress was monitored on a regular
basis, through monthly summaries and "catch up" meetings involving people
supported, and key workers or other support workers, where necessary. Summaries
and reviews were up to date in most of the support plans examined.
Family carers were consulted as appropriate. The people supported by the service and
the family members spoken with confirmed that they felt fully involved in planning,
monitoring and reviewing their individual care packages. The responses to the
relevant questions in the care standards questionnaires were all in the "Strongly
Agree" or "Agree" columns. Meetings were kept as informal as possible and the
people supported were helped to prepare for meetings, working out what they
wanted to say, the important points they wanted to make. People supported could
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decide who attended meetings; if there were compulsory measures of care;
attendance was discussed and prepared for. Family members stated that staff kept
them up to date and were approachable; they felt they could ask questions any time
and any problems would be sorted out. Appropriate professionals from health and
social care had also been consulted. Local day care arrangements had changed; staff
and people supported had worked together to find out about new activities and
facilities and to try these out. People spoken with were very positive about this and
said they liked having different things to do.
Areas for improvement
In one of the support plans examined the monthly summaries were not up to date
and the minute of the most recent review did not include a record of all the people
who attended. The recommendation from the last inspection remains in place though
modified.
The people supported and the family members were all very positive about all the
staff and about the service provided. Some did say that all the staffing changes had
made things difficult over the past year. People were positive about the new staff but
said that new staff obviously needed to learn about the people supported, how to
communicate and how best to support them. Problems had arisen when shortages of
staff had resulted in lone working, when more that one member of staff should have
been available. This had meant less individual attention and, on occasion, less choice
of activities. The balance of new staff to experienced staff, on some occasions, was
also mentioned as causing some difficulties, creating higher levels of anxiety and
challenging behaviours in some people supported. Apart from the recruitment of
more staff, management had arranged for; lifting and handling needs to be
reassessed; additional training in lifting and handling to be provided; consultation and
guidance for new staff about the communication needs of people supported. Various
development and support opportunities for new staff and additional background
information was provided to the agency which was providing cover for some shifts.
Grade awarded for this statement: 4 - Good
Number of requirements: 0
Number of recommendations: 2
Recommendations
1. Support plans, monthly summaries and reviews should be kept up to date.
National Care Standards Housing Support Standard 4.
National Care Standards Care at Home Standard 3
2. Staffing levels and the skills mix should be monitored regularly by the service and
the service provider.
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National Care Standards Housing Support Standard 3.3
National Care Standards Care at Home Standard 4
Statement 5
We respond to service users' care and support needs using person centered values.
Service strengths
The policies and procedures of the service and the service provider emphasise
inclusion, choice and independence. People supported by the service provider had
contributed to the formulation of several policies and been consulted about others.
The strategy for the organisation lays out an eight point plan as to how people should
be included and involved. The staff spoken with were aware of the standard of service
which was expected; they had received appropriate induction, shadowing
opportunities and in service training. This had included professional, person centred
values.
The support planning risk assessment and recording systems reflected person centred
values.
The practice observed at all the sites visited was of a very high standard. Staff were
relaxed and friendly, but took great care to ask people about their wishes and to
encourage choice and independence. The staff clearly knew the people supported
well, their general wishes and preferences, but staff did not assume that they knew
what people wanted on this particular occasion and took time to offer choices in
ways that individuals could handle. People were fully involved in the running of their
homes through one to one meetings or house meetings at the shared houses.
Areas for improvement
The staffing difficulties mentioned in statement 1.1 had, on occasions, prevented the
service from being as person centred as staff and management would have preferred.
Grade awarded for this statement: 4 - Good
Number of requirements: 0
Number of recommendations: 0
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Quality Theme 3: Quality of Staffing - NOT ASSESSED
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Quality Theme 4: Quality of Management and Leadership
Grade awarded for this theme: 4 - 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
People supported by the service were consulted about all aspects of their care; their
personal support plans, staffing and general running of the service.
People could make comment individually to staff, managers or line managers or
through meetings. There were house meetings at shared houses and an informal
brunch get together at the housing complex. The service provider organises a
consultation group, "Positive People" which was supported by staff who were
independent of services. "Positive People" has reviewed and revised the
questionnaires used by the provider to invite more comments about quality of
services. People supported by services are involved in a Quality and Innovation Forum
and in a Health and Safety Strategy meeting. People supported are involved in the
recruitment process and provided with training, guidance and support to help them
contribute effectively.
Senior management has an open door policy. People supported and family members
were confident that staff and management would listen to their views and any issues
they needed to raise, and try to solve any problems.
The AGM of the service provider is an open event. Evening consultation events,
"World Café" events, had been arranged by the service provider to provide
opportunities for family carers to hear about developments and to make any
comments. Views had been collated and a report completed. The ideas were to inform
future developments.
Areas for improvement
The people spoken with were less confident about the senior management of the
organisation; they felt that the restructuring and changes in staffing could have been
handled better.
Grade awarded for this statement: 4 - Good
Number of requirements: 0
Number of recommendations: 0
Statement 4
Inspire Aberdeen North, page 12 of 16

Inspection report continued
We use quality assurance systems and processes which involve service users, carers,
staff and stakeholders to assess the quality of service we provide
Service strengths
There were regular audits of key aspects of the service e.g. medications, finance and
health and safety. The manager had to provide a monthly report of the progress of
the service. The format of this report had recently changed to meet the eight
priorities of the 2011-2014 Strategy, "Include, Involve, Inspire".
There were regular team meetings and supervision available for staff. Staff reported
that they could discuss issues, receive advice and support at any time, from senior
staff. They found the manager (group leader) and team leader approachable and
supportive. Staff were also positive about training opportunities. The consultation
processes referred to in statement 4.1 feed into the AGM and the annual report for the
organisation. Strategies meetings had also been arranged for staff.
People supported, their families and/or their representatives can have direct access
to senior management and board members. The guardian of one person supported
had had meetings with senior management to discuss the staffing problems at one
branch.
Areas for improvement
The management and staff teams had worked hard to overcome the staffing
difficulties; most of the vacant posts had been filled by the time of this inspection and
management/leadership arrangements had been revised. Some posts were still not
filled however and the revised support needs of some individuals were proving
difficult to meet practically, in a consistent manner.
The organisation was in the process of reviewing Quality Assurance systems to ensure
compliance with ISO 9001.
Grade awarded for this statement: 4 - Good
Number of requirements: 0
Number of recommendations: 0
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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
Action Plan
Failure to 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 for
Management and Leadership being re-graded as Unsatisfactory (1).
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5 Summary of grades
Quality of Care and Support - 4 - Good
Statement 1

4 - Good

Statement 5

4 - Good

Quality of Staffing - Not Assessed
Quality of Management and Leadership - 4 - Good
Statement 1

4 - Good

Statement 4

4 - Good

6 Inspection and grading history
Date

Type

Gradings

10 Dec 2010

Announced

Care and support
4 - Good
Staffing
Not Assessed
Management and Leadership Not Assessed

12 Feb 2010

Announced

Care and support
4 - Good
Staffing
5 - Very Good
Management and Leadership 4 - Good

10 Sep 2008

Announced

Care and support
5 - Very Good
Staffing
4 - Good
Management and Leadership 2 - Weak

All inspections and grades before 1 April 2011 are those reported by the former
regulator of care services, the Care Commission.
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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 SCSWIS. You can get more copies of this report
and others by downloading it from our website:
www.scswis.com or by telephoning 0845 600 9527.

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

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

Inspire Aberdeen North, page 16 of 16

