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About the service

The Care Inspectorate regulates care services in Scotland. Information about all care services is available on our
website at www.careinspectorate.com.

Kerr Home Care is registered to provide home care to older people and adults with physical disabilities. The
service is currently based at and operated from premises in Johnstone and operates throughout Renfrewshire.

The service was registered with the Care Inspectorate in August 2015.

At the time of this inspection support was being provided to 13 service users.

What people told us

For this inspection, we received views from all of the 13 people using the service. We also spoke with people
who had recently stopped using the service. The majority of people were very positive about the service,
commenting upon the quality of staff and support provided. Overall people found the service to be positive and
flexible to their needs.

Some significant concerns were raised about the quality of assessments, the content of care plans and
communication with service users and relatives.

Some comments from people were:

"Kerr Home Care provide a professional service with a strong element of care and understanding. The
relationship with them is first class and allows me to have a quality of life outside of being a carer"

"They are flexible and understanding of our needs"

"I am delighted with the care and support we receive"

"This is a fairly new organisation and I think the running of it has been a steep learning curve for all!"

"The staff are now looked upon as friends by us. I feel I must comment upon the flexibility they offer, whether it
be additional visits or a quick response it is very good"

"All of the staff are very good, I find them all helpful and efficient in every way. They are always on time are
caring,friendly and approachable"

"I think the service is first class and I couldn't ask for anything more"

"Kerr Home Care provide an excellent service, we as a family couldn't wish for anything better"

"I cannot emphasise enough the difference in xxxxxxxxxxx care since moving to Kerr Home Care. Xxxxxxxxxx gets
on well with all staff and has good interaction with them.In my opinion all the staff go above and beyond"

"There is no care plan for us to follow"

"There is a lack of training for staff and very poor knowledge of dementia"
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"Staff have been continuously late for appointments, have turned up late. This is a service stretched far too to
the limit and not taking into accounts staff factors such as sickness".

These issues have been discussed with the management who acknowledge that action must be taken quickly to
improve these areas. See quality themes for further information.

Self assessment

The service manager submitted a self assessment of the service against the quality themes. This provided brief
information about how the service was operating and identified some areas for improvement. The process of self
assessment needs to be developed within the overall quality assurance method of the service. This has been
discussed with the service manager during this inspection.

From this inspection we graded this service as:

Quality of care and support 3 - Adequate
Quality of staffing 3 - Adequate
Quality of management and leadership 3 - Adequate

Quality of care and support

Findings from the inspection

The majority of service users told us that they were very happy with the quality of service. They told us that they
found the knowledge and professional practice of the staff was very good. They were able to communicate with
the staff team and the service very easily and that they were able to influence how care and support was
arranged and provided to them.

We were told by some service users that they actively sought this provider using the Self Directed Support
arrangements. We believe that this demonstrates that the service is accessible and open to potential service
users.

The service must research and develop its care planning method.We were not confident that service users are
able to choose how and when their support is delivered. The care planning system should reflect the choices of
people and the outcomes that they have identified for their care and support. (See Requirement One)

Risk assessments must be in place to assess identified need and ensure the safety and welfare of service users.
(See Requirement Two)

The service should also ensure that the recording of administration of medicines is compatible with their own
policy and current guidance. This should include written guidance to staff on catheter care. (Requirement Three)

These plans must be informed by a system of regular review which includes the views of service users and their
representatives.
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The review system should ensure that amongst other things decisions are properly recorded and implemented.
Reviews should also ensure that the terms of the written agreement between the service user and the provider
is met.

We have shared with the provider some areas of research and best practice into person centred care planning
which should assist with these issues.

The service should ensure that as part of a person centred care planning system, a communication strategy
should be developed. This should identify for service users and their representatives the appropriate methods of
communication to ensure efficient and confidential communication.

This should be include a revised written agreement and termination of service policy.

Requirements

Number of requirements: 3

1. The provider must ensure that personal plans identify all risk, health, welfare and safety needs in a coherent
manner which documents how needs are met. In order to do this the you must:

- Ensure that documentation and records are accurate, sufficiently detailed and
reflect the care planned or provided.
- Care Plans decisions and risk assessments are reviewed at least every six months or when needs change.
- Provide training so that staff are aware of their responsibility in maintaining accurate
records and updating personal care and support plans.
- Demonstrate that staff follow policy and best practice about record-keeping and documentation.
- Ensure that managers are involved in audits of records.

This is in order to comply with: The Social Care and Social Work Improvement Scotland (Requirements for Care
Services) Regulations, Scottish Statutory Instruments 2011 No 210: Regulation 4 - requirement for records all
service must keep-keeping. And SSI 2011/210 Regulation 4(1)(a) - Requirement for the health and welfare of
service users

Timescale: within three months of this report.

2. The provider must develop a system to ensure that personal plans fully reflect the choices of all service users
and their carers/representatives. The plans must demonstrate that they have been involved in producing these
plans.

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 Personal Plans Timescale: within three months of this
report.

3. The service provider must ensure that they meet the health and welfare needs of service users with regards to
the administration of medication through compliance with their own Management of Medication; Home Support
Policy particularly in relation to the following;
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- Prescribed medication must be recorded in the care plan.
- Errors in administration/prompting are recorded and actioned.

This is to comply with: The Social Care and Social Work Improvement Scotland (Requirements for Care Services)
Regulations 2011 (SSI2011/210), Regulation 4 (1) (a)

Timescale within four weeks from the date of this report.

Recommendations

Number of recommendations: 1

1. The service must demonstrate that it has systems in place to communicate effectively with service users and
their families.This should include when they are no longer able to provide the support agreed. The minimum
period of notice for cancellation of service should be revised and extended.

National Care Standards: Care at Home, Standard 4: Management and staffing Standard 10: Supporting
Communication.

Grade: 3 - adequate

Quality of staffing

Findings from the inspection

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

The service consultation methods and the comments given to us confirm a high degree of satisfaction with the
quality of staff. There were experienced staff in place and the service had provided staff consistency.

However some areas of staff performance such as ensuring compliance with agreed visit times need to be
improved.We discussed with the provider how it can ensure that the correct levels of staff are deployed to service
users and to ensure consistency of staffing. (See Requirement One).

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 morale was very good in the service.

A system of regular team meetings ensure effective decision-making and enhance communication.

We examined two recruitment files which showed that appropriate recruitment and suitability checks had been
carried out. A programme of training and development is in place to ensure that staff will meet the future
registration requirements of SSSC.

An Induction programme is in place which includes observed practice before staff can provide unsupervised
support.
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A training plan is in place which includes medication, moving and handling, adult protection. We believe that this
plan needs to be reviewed to ensure that staff have the necessary knowledge and skills to ensure they can
provide the required care and support to meet peoples needs. This should include a programme of training in
dementia awareness which is compatible with the "Promoting Excellence" framework.

We were satisfied that the service had adequate policies and procedures in place to ensure Adult Protection. We
believe that the training plan should also take into account the need to develop "safeguarding" as part of risk
assessment and care planning.

Training and practice could be supported better if staff assumed responsibility for lead or "champion" roles to
promote dementia awareness, healthcare and nutrition.

Requirements

Number of requirements: 1

1. The provider must introduce systems which demonstrate that the correct level of staff visit people who use the
service so that the assessed level of support can be safely delivered.

- Changes to staffing must be reduced.
- Any unavoidable changes must be communicated to service users as soon as is possible.

This is in order to comply with SSI 2011/210 regulation 4(1)(a) a requirement for the health and welfare of service
users.

Timescale: Within 3 months of this report.

Recommendations

Number of recommendations: 1

1. The provider must review the service training plan. The service must ensure that staff are trained to meet the
aims of the service using best practice and the guidance available through government strategy and signposted
by the Care inspectorate.

This is in order to comply with SSI 2011/210 regulation 4(1)(a) a requirement for the health and welfare of service
users.

Timescale: within 3 months of the date of this report.

Grade: 3 - adequate
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Quality of management and leadership

Findings from the inspection

Service users, relatives and their representatives told us that overall the service was providing a quality service.

However the service had no overall quality assurance systems in place to check and record this.

We discussed with the provider the circumstances in which support was provided to people who presented
challenges to the capacity and capability of the service.

We recognise that the service was responding to requests which were complex and were seen as a proper
response to social need. However following discussion and reflection the provider recognised that this indicated
areas of assessment and practice which should be improved.

We would recommend that the service review the current aims and objectives and consider what types of
support it intends to provide. This review should be informed by how the service will meet the requirements of
this report regarding assessment and care planning.

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. The service has some systems in
place to assure quality such as direct observation and appraisal of staff, spot checks of practice and performance.

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.

The manager should also consider how the self assessment process could be used to ensure areas for
development are identified and a service improvement plan is put in place. (See Recommendation)

Requirements

Number of requirements: 0
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Recommendations

Number of recommendations: 1

1. The service must demonstrate that it has systems in place to assess and ensure the quality of service provided.
These systems should ensure that written evidence is in place to show areas are identified and any development
identified.

National Care Standards: Care at Home, Standard 4: Management and staffing

Grade: 3 - adequate

Previous requirements

There are no outstanding requirements.

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.

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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Inspection and grading history

This service does not have any prior inspection history or grades.
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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.

Inspection report

Inspection report for Kerr Home Care
page 10 of 10


