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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 Good

Quality of staffing 5 Very Good

Quality of management and leadership 5 Very Good

What the service does well
Renfrewshire Council Home Care Service provides service users a range of
effective ways to express their views and be involved in the planning and
delivery of their support and care.

Support Plans contained very good information about people's health care, care
and support needs, routines and preferences.

The very good level of support provided assisted people to continue living in
their own homes for as long as possible.

Managers of the service have responsibility in implementing council policy in
contracting home care to the independent sector and to effect national policy
and care standards in relation to home care. As part of this the service has
continued to develop resources and procedures to improve hospital discharges.

The people we spoke to, told us they felt well supported by the service and
spoke highly of the staff and management team.
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The service has demonstrated that it can react and reorganise to changing
demands for care and support, such as self directed support and continue to
deliver very good support.

We believe that this is an open and inclusive service, staff demonstrate a high
regard for the wellbeing of service users. Staff are committed to ensuring that
they promote and improve outcomes for individuals and to make decisions
about their care.

The management team work hard to maintain the support offered to staff in
training, supervision and knowledge. We saw that the results of this are a
stable, skilled and motivated staff team.

What the service could do better
The service should review the aims and objectives of extra care sheltered
housing. This should include eligibility criteria, management and staffing
resources and future staff training.

The provider should discuss with the Care Inspectorate any impact this review
may have on the registration of the service.

The service should prioritise dementia awareness training for home care staff
and increase the numbers of staff who have access to the training.

The service should research person centred planning tools which would inform
the changes needed in the six monthly review of service users care.

The formal consultation methods used by the service should be revisited and
incorporated into the quality assurance methods. This should include quality
assurance as a component of care plans.

The service should consider systems which can demonstrate how staff
resources are calculated and can demonstrate consistency of staffing and
service in people's homes.
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What the service has done since the last inspection
The service has continued to develop how it supports people when being
discharged from hospital. A dedicated discharge team the "In reach" service has
been developed and includes a multi disciplinary team including health staff. A
new discharge protocol has been developed to improve the discharge process.

The service has been reorganised into "locality" teams with an increase in the
number of team leaders who give direction and guidance to home care staff.

Staff have responsibility for assessment of self directed support and access to
this has been increased for service users.

The service is launching a new recruitment programme for staff.

Conclusion
The service continued to provide good person centred support to service users.
There was clear evidence that the service had a positive impact in working with
people to ensure they achieved the best possible outcomes.

We saw that service users were offered very good quality interventions to
improve outcomes and their general wellbeing. Staff were committed,
knowledgeable and determined to develop the support they offered to people.

Service users and their relatives view the service very positively.
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1 About the service we inspected
Renfrewshire Health and Social Care Partnership Care at Home Service is owned
and operated by Renfrewshire Health and Social Care Partnership. Having
formally been part of Renfrewshire Council prior to Health and Social Care
Integration.

Support is provided by The Reablement Service, Long Term Home Care, Rapid
Response. The service also allocates support hours to other providers in the
area.

The service was first registered in 2004. The service pledges to "provide high
quality home care services at all times" and "to meet your assessed need for
care at home, with priority being given to people at risk and in greatest need".

It is based in Paisley with teams working throughout the Council area. At the
time of the visit the service was providing support to approximately 1100
People.

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

Recommendations are based on the National Care Standards, SSSC codes of
practice and recognised good practice. These must also be outcomes-based and
if the provider meets the recommendation this would improve outcomes for
people receiving the service.

Requirements
A requirement is a statement which sets out what a care service must do to
improve outcomes for people who use services and must be linked to a breach
in the Public Services Reform (Scotland) Act 2010 (the "Act"), its regulations, or
orders made under the Act, or a condition of registration. Requirements are
enforceable in law.
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We make requirements where (a) there is evidence of poor outcomes for people
using the service or (b) there is the potential for poor outcomes which would
affect people's health, safety or welfare.

Based on 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 following other regulatory activity. You
can find the most up-to-date grades for this service by visiting our website
www.careinspectorate.com or by calling us on 0345 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
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. We wrote this report following a short
notice announced inspection. The inspection was carried out by a Care
Inspector who visited the service headquarters on 28 December 2015 and 19
January 2016. We visited two extra care sheltered housing locations on 20
January 2016 and accompanied support staff on visits to service users on 21
January 2016. Feedback was given to the service manager on 5 February 2016.

In this inspection evidence was gathered from various sources, records and
documents including;

- participation and consultation methods
- support plans and review minutes
- staff training and supervision records
- recording of accidents and incidents
- staff recruitment files.

During the inspection we spoke with;

- service manager
- four co-ordinators
- six team leaders
- four care workers.

We also visited service users in their homes and spoke with staff members
during the visits.
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We issued 70 Care Standard Questionnaires of which 21 were returned from
service users and four from staff members.

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.firescotland.gov.uk
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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.

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

Taking the views of people using the care service into account
We have included the views of people using the service within the relevant
statements of the report.

Taking carers' views into account
We have included the views of carers within the relevant statements of the
report.

Inspection report

Inspection report for Renfrewshire Council Home Care Service
page 10 of 30



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: 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 that the service's performance was very good in the areas covered by
this statement. We concluded this after we spoke to service users and staff and
reviewed relevant documents.

The feedback we received and observation during visits confirmed that staff
had developed positive relationships with service users and their relatives/
carers. This helps to support meaningful participation. We found that there
were high levels of satisfaction in relation to the way the management and
staff had provided information, promoted involvement and responded to the
feedback received. Some of the comments we received included:

"I feel as though I am consulted yes, it's very relaxed, I can get my point of view
over quite comfortably"

"We are all very happy with how the carers and the managers communicate
with us"

"They have given me very good advice and helped me with my health"
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"Very helpful, cheery mannerly girls"

"The quality of care provided by the staff is excellent in ensuring that my
relative is cared for and safe"

"The only concern I have is that staff are moved about and so you don't know
who is coming in"

"I was very pleased to see that the home care staff were mature people with
experience of life and the confidence to treat me respectfully, this has
supported me emotionally and mentally. I would give each of the carers a 'Gold
Star'"

"Please keep this service as so many depend upon it"

"I have issues with the inconsistency of the service"

"The staff who support my relative are extremely caring and attentive,
courteous and always happy to assist"

"Generally speaking the service is excellent".

The service has increased the number of team leaders who direct and support
staff in the teams. They also provide direct care and support. We saw that they
have extensive involvement with service users, carers and other professionals.
This means that they can direct staff and observe any changes that may require
review or re-assessment. We saw and service users confirmed that this is a very
important aspect of involvement. Team Leaders have an important role in
ensuring that reviews are carried out and supported by their involvement.

Teams are further supported by co-ordinators who have supervisory
responsibility overall. We saw through discussion, examination of team minutes
and care plans that they are also involved in participation with individual service
users. We believe that this allows all levels of management to have knowledge
of individual service users preferences and support needs.
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The service has continued to develop the "Core Action Plan" which is designed
to promote service user involvement in producing their own support plans. The
Plans were adopted to focus on identifying what is important to individuals and
how this can be achieved. Each plan contains this statement;

"My plan outlines how all of the assets available to me will be used to support
me including financial and service inputs from the Council and NHS; How I use
my money; How I am helped by my family and social network and How I benefit
from equipment aids and adaptations. It explains how they will be used
throughout the day and night to help me".

This supports the services principles of involvement and is designed to ensure
that people can have all available resources explained and accessed by them.

We are confident that service users are able to choose how and when their
support is delivered. They told us that their preferences were being fully met by
staff and that they valued this very highly.

The relationship between service users and staff was one of regard and staff
have very detailed knowledge about how people wish to be supported. Staff
demonstrated sensitivity and a very high level of skill in communicating with
people and reacting to their wishes.

Areas for improvement
The service has continued to develop the Core Action Plan which is the main
focus for participation. This has been amended to record any changes made to
the care plan as a result of the review process. However, it is not sufficiently
clear within these plans how reviews have been carried out, how service users
views were acted upon and how action can be taken to effect any change. The
service should ensure that decisions taken are clearly communicated to service
users. We have made a recommendation about this.

We were able to visit two of the extra care sheltered housing facilities
supported by home care staff. We observed staff practice, examined
documentation and discussed with staff what the model provides to service
users.
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We believe that staff in these facilities should be provided with additional
training in areas such as dementia awareness and person centred care
planning.

The service should also review how it calculates the staffing resources for these
facilities to ensure that assessed need is adequately supported. This is
particularly relevant during peak demand times such as meals and early
mornings.

Service users, staff and relatives value the extra care model very highly and it is
an important and innovative resource. However some aspects of the model
closely resemble practice in care homes.

We believe that the service should review the model of support and discuss
with the Care Inspectorate how the model can be more clearly defined and
accommodated within the current regulatory framework. We have made a
recommendation about this.

Within the long term service, while service users and carers were very positive
about the quality of the support offered to them, some reflected their concern
about the consistency of staff teams and that changes in staffing were not
always communicated to them.

We discussed these concerns with the management who are considering
systems which will make scheduling of staffing and recording of visit times and
any missed visits more effective and in "real time".

A quality improvement questionnaire had previously been used to ask for
feedback about the quality of the overall service that had been provided.
Although the service had been discussed at the six monthly review meetings,
the questionnaire should be reintroduced as a means of seeking feedback
about wider aspects of the service not covered at these meetings.
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Grade
5 - Very Good
Number of requirements - 0

Recommendations
Number of recommendations - 2

1. The service should provide revised guidance to service users and staff about
the recording of decisions made following review of support. The guidance
should make clear what the process is and what documentation will be
produced. This is to ensure that the content of reviews and any changes in
support are clearly communicated to service users.

National Care Standards, Care at Home, Standard 3: Your Personal Plan,
Standard 4: Management and Staffing, Standard 10: Supporting Communication

2. The service should discuss with the Care Inspectorate how the model of
support provided within extra care sheltered housing facilities can be defined.
This is to ensure that service users have the most accurate information about
the service and its role and limitations. It will also ensure that the registration
of the model continues to meet regulatory expectations.

National Care Standards, Care at Home, Standard 1: Informing and Deciding, 2:
The Written Agreement, 4: Managemet and Staffing.
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Statement 2
“We enable service users to make individual choices and ensure
that every service user can be supported to achieve their
potential.”

Service Strengths
We found that the service's performance was very good in the areas covered by
this statement. We concluded this after we spoke to service users and staff and
reviewed relevant documents.

There was very good person centred information in the support plans and we
could see how each individual like to be supported from getting up to going to
bed, food preferences and support required with personal hygiene and
continence. There was evidence of their participation in designing their care
and support.

The care plans we looked at had a detailed assessment of needs, medical
history and current medication. Information in the personal plans showed that
the service supported people to use other healthcare professionals and regularly
sought advice from GPs, district nurses, dietician and physiotherapist with any
advice being recorded for reference.

Support plans are based on outcomes to be achieved, why they are needed and
how support will be delivered.

We saw that in the vast majority of support plans the main outcome was for
the person to remain at home. We saw that staff identified areas which
required additional inputs such as liaison with healthcare and other agencies.
We saw that the service continued to have very good awareness of the
healthcare needs for service users.

The support workers we spoke to were aware of the medical history and
conditions that affected the people they were supporting. The plans included a
copy of moving and handling assessments with information on specialist
equipment required.
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This also included information about risk and actions required to minimise any
identified risks. These were signed by the service user and carer providing
evidence of consultation.

We saw that training is provided to staff in areas such as moving and handling,
food hygiene, dementia awareness and end of life care. The service has
commenced the "Promoting Excellence" learning framework in dementia
awareness.

We saw very good examples of liaison with other health care professionals such
as CPNs, district nurses, OTs and physiotherapists.

We saw that staff teams have access to guidance and knowledge about specific
conditions and these are contained within support plans.

We were encouraged by the responses of staff about the quality of the training
they receive.

We discussed the importance of this training and agreed with the management
team that "Promoting Excellence" should be the training priority for the next
year.

Areas for improvement
While some staff have had access to the "Promoting Excellence" Framework we
do not believe that sufficient numbers of the staff providing care and support to
people living with dementia as adequate. The service must take action to
ensure that this increases so that staff can have the necessary knowledge and
awareness in supporting people and meet the providers own dementia strategy
and national dementia care standards. We have made a recommendation about
this.

We were also encouraged by the services continuing commitment to developing
person centred thinking tools and support planning. We believe that the service
should continue to research these methods and to build upon the
improvements already established. This should also include research into how
reviews can be more person centred.
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Grade
5 - Very Good
Number of requirements - 0

Recommendations
Number of recommendations - 1

1. The service should review the results of training in dementia awareness for
staff and ensure that proposals are in place to increase the access of this
training for staff.

National Care Standards, Care at Home, Standard 3: Your Personal Plan,
Standard 7: Keeping Well Healthcare.
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Quality Theme 3: Quality of Staffing
Grade awarded for this theme: 5 - Very Good

Statement 2
“We are confident that our staff have been recruited, and
inducted, in a safe and robust manner to protect service users
and staff.”

Service Strengths
We found that the service's performance was very good in the areas covered by
this statement. We concluded this after we spoke to service users and staff and
reviewed relevant documents. The strengths for this statement include those
already mentioned in Quality Theme 1 - Statement 1.

The service consultation methods and the comments given to us confirm a high
degree of satisfaction with the quality of staff.

The service has explored with service users what they consider to be desirable
qualities and skills in support staff. This has been used in the recruitment
process and in continuing staff appraisal.

The service has conducted a significant recruitment exercise which includes
revised induction and mentoring before recruits can practice.

Areas for improvement
The service should include service user involvement in recruitment procedures
as part of their quality assurance processes.

Grade
5 - Very Good
Number of requirements - 0
Number of recommendations - 0
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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 that the service's performance was very good in the areas covered by
this statement. We concluded this after we spoke to service users and staff and
reviewed relevant documents.

We also looked at relevant documents such as staff recruitment files, training
and professional development material, team meetings and supervision records.

There is a programme of continuous professional development for staff through
individual development plans.

Training has been provided in dementia awareness, medication, catheter care,
moving and handling, adult protection and person centred care. The service has
responsibility for the assessment of self directed support. Staff have access to
training about self directed support legislation and how this may influence
services in the future.

As stated in Quality Theme 1 - Statement 3 the service has a continuing
programme of learning for all staff in dementia awareness for the coming year.

There is a continuous programme of Scottish Vocational Qualification levels 2, 3
and 4. Staff were able to confirm that they had access to very good training
opportunities.

We saw evidence of very good team work and communication which improved
the quality of care and support to service users.

A staff supervision system is in operation, we saw that areas of practice which
required improvement were quickly addressed through this system. Staff we
spoke to said that moral was very good in the service.
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A system of regular team meetings ensure effective decision-making and
enhance communication.

The service has a programme in place for staff development and a career path
in the organisation.

The service has reviewed its recruitment procedures to improve access
to recruitment. This includes close liaison with local colleges to provide
supervised student placement.

We believe that this demonstrates a culture in which staff are involved in the
process of developing and improving the quality of the service.

Areas for improvement
The service should continue to implement its proposals for staff development
such as training in end of life care.

The service should consider how it will support and prepare staff for registration
with SSSC.

The findings in Quality Theme 1 - Statement 2 are also relevant to this
statement.

Grade
5 - Very Good
Number of requirements - 0
Number of recommendations - 0
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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 that the service's performance was very good in the areas covered by
this statement. We concluded this after we spoke to service users and staff and
reviewed relevant documents.

The strengths for this statement include those already mentioned in Quality
Theme 1 - Statement 1.

There is a very close relationship between the staff and service users. We saw
evidence of frequent discussion and changes made to the service at the request
of service users.

There is involvement and participation in the care and support of service users
from all levels of management within the service. The quality of these
relationships and knowledge balances the current deficiencies in the formal
consultation methods used by the service.

We believe that this is evidence of a service which values the participation of
service users.

Areas for improvement
The findings in Quality Theme 1 - Statement 1 are also relevant to this
statement.
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We believe that the positive views expressed to us during the inspection should
be more fully used in the self assessment. This should also include supporting
service users and carers in becoming involved in the service self assessment.

Grade
5 - Very Good
Number of requirements - 0
Number of recommendations - 0
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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”

Service Strengths
We found that the service's performance was very good in the areas covered by
this statement. We concluded this after we spoke to service users and staff and
reviewed relevant documents.

Service users and staff told us that they felt managers were open and
approachable.

We found that the management team continue to offer the standard of
leadership which was evident at the last inspection. Service users, carers and
staff commented to us that the managers show a very high level of
committment to the service and service users.

They have everyday involvement with service users and work hard to promote
communication and positive relationships.

People we spoke with found this reassuring and gave them a sense of security.

Staff told us they felt well supported by managers and that they were an
effective service.

The service has a range of quality assurance systems in place including:

- review of complaints
- monitoring of accidents and incidents
- policy and practice review groups
- external quality assurance award
- direct observation and appraisal of staff practice and performance
- audits of care plans and care diaries.
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We were encouraged by the management teams commitment to review some
areas of the operation of the service and the commitment to provide resources
to this task.

Areas for improvement
The service should consider how to increase the involvement of staff and
service users in the quality assurance process. This should include review and
development of policies, discussions about staffing resources and contribution
to the self assessment process.

Grade
5 - Very Good
Number of requirements - 0
Number of recommendations - 0
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4 What the service has done to meet any
requirements we made at our last inspection

Previous requirements

1. The provider must ensure that at least once in every six months period,
personal plans are reviewed. The format used to record the six monthly care
review meetings must fully reflect the discussions that take place and inform
current planning of care and support.

This is in order to comply with the Social Care and Social Work Improvement
Scotland (Requirements for Care Services) Regulations 2011 (SSI 2011/210)
Regulation 5 (2)(b)(iii) Personal Plans.

Timescale to commence upon receipt of this letter and to be completed
within eight weeks.

This requirement was made on 23 June 2015

The service has secured additional adult services co-ordinator posts to ensure that
reviews are conducted in line with regulations and the providers own policy.

Personal support plans record any proposed changes to support as a result of six
monthly reviews.

While recognising that the service has met the requirement the continuing
development of reviews within person centred support planning will be discussed in
this report. We will make a further recommendation.

Met - Within Timescales
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5 What the service has done to meet any
recommendations we made at our last
inspection
Previous recommendations

1. The service should provide revised guidance to service users and staff
about the recording of decisions made following review of support. The
guidance should make clear what the process is and what documentation will
be produced.

National Care Standards, Care at Home, Standard 3: Your Personal Plan,
Standard 4: Management and Staffing, Standard 10: Supporting
Communication.

This recommendation was made on 02 December 2014

The service has amended the Core Action Plan for service users which records any
changes discussed at any review cycle. We saw examples of this is during the
inspection, however the recording of reviews within this can be variable.

The service has recognised that some aspects of the review procedure should be
improved. The appointment of additional staff to manage the review system is
intended to make these improvements.

However during our discussions on the development of care planning the service is
considering further changes to how reviews are carried out.

This recommendation will continue.

2. The service should review and develop the way in which care diaries are
used to improve information about the effectiveness of support.

National Care Standards, Care at Home, Standard 3: Your Personal Plan,
Standard 4: Management and Staffing.

This recommendation was made on 02 December 2014
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The service has amended care diaries which are now more directive for staff. They
provide guidance to staff and service users about the use of care diaries particularly
support with medicines.

The standard of recording in the care diaries examined by us had improved.

The recommendation has been met.

3. The service should review the results of training in dementia awareness
for staff and translate this into future support plans for people who live with
dementia.

National Care Standards, Care at Home, Standard 3: Your Personal Plan,
Standard 7: Keeping Well Healthcare.

This recommendation was made on 02 December 2014

Care plans are outcome focused and reflect the participation of service users and
their carers. The service has continued to develop support plans, however the
content and production of plans is variable.

The recommendation is intended to direct the service in developing support plans
specifically for service users living with dementia.

This recommendation will continue.

6 Complaints
One complaint was upheld regarding care and support.

7 Enforcements
We have taken no enforcement action against this care service since the last
inspection.
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8 Additional Information
There is no additional information.

9 Inspection and grading history
Date Type Gradings

2 Dec 2014 Unannounced Care and support 5 - Very Good
Environment Not Assessed
Staffing 5 - Very Good
Management and Leadership 5 - Very Good

27 Nov 2013 Announced (Short

Notice)

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

23 Oct 2012 Unannounced Care and support 4 - Good
Environment Not Assessed
Staffing 4 - Good
Management and Leadership 4 - Good

18 Oct 2010 Announced Care and support 5 - Very Good
Environment Not Assessed
Staffing 4 - Good
Management and Leadership Not Assessed

11 Dec 2009 Announced Care and support 3 - Adequate
Environment Not Assessed
Staffing 3 - Adequate
Management and Leadership Not Assessed

28 Nov 2008 Care and support 4 - Good
Environment Not Assessed
Staffing 3 - Adequate
Management and Leadership 4 - 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.

You can also read more about our work online.

Contact Us
Care Inspectorate
Compass House
11 Riverside Drive
Dundee
DD1 4NY

enquiries@careinspectorate.com

0345 600 9527

www.careinspectorate.com

@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 c?nain eile ma
nithear iarrtas.
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