
The Richmond Fellowship Scotland - North
Lanarkshire - Care at Home
Support Service

Unit 2
Pickering House
Netherton Road
Netherton
Wishaw
ML2 0EQ

Telephone: 01698 375800

Type of inspection: Unannounced
Inspection completed on: 22 February 2017

Service provided by: Service provider number:
The Richmond Fellowship Scotland
Limited

SP2004006282

Care service number:
CS2004061322



About the service

The Richmond Fellowship North Lanarkshire service is a combined Care at Home and Housing Support service.
The service is based in Wishaw and provides support to vulnerable people who live across both South and North
Lanarkshire council areas.

At the time of inspection the service was involved in supporting 77 individuals. Each service user has an
individually tailored support plan, designed to meet their specific needs.

The service aims "to promote inclusion and maximise individual potential."

The service believes that "Everyone is unique. Through our work, we give the people we support the opportunity
to express their unique strengths, qualities, talents and abilities."

What people told us

"I have no complaints about the service I receive".

"I would like to receive a rota weekly / monthly ahead so I know who my support workers will be."

"The level of care I receive is wonderful. I am looked after with dignity and a superb care package. The care that I
have is excellent, looking after my needs to the highest standard."

"Occasionally the service is short-staffed due to sickness and others arrive to take care of my needs. However, for
the majority of the time my needs are fully met by the support staff. I am very happy with the support I get."

"I like my workers, I am happy with who I have supporting me."

"X is always well presented and appears happy on the fortnightly visits to our home."

"They [the staff] help me get out and about."

"....my quality of life has improved with meeting friends and going out on my own. Its better. It is very good."

"They have always managed appointments if I asked for later or earlier. They were flexible and manage to get
the job done in the end. But they are not as good as they used to be. When they make a change it is really slow
and the staff don't always know of the changes. Sometimes I tell them of the changes."

"I am delighted with the service and it has really improved my brother's quality of life."

"I don't think they [service] can't do any better. My son needs a lot of care as he has had a stroke so they pulled
out the stops and retrained all the staff."

"They have really pulled out all the stops to make life easier for him [user]. He has changed a lot and they have
really looked after him. He needs two people and they always work well together. His quality of life is enhanced
and I can't say enough positive things about them. I couldn't live without them."

"The service have enhanced my quality of life. I am happy with the service."
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Comments from staff
"All relevant training is provided. I get regular supervision / appraisals when due. My service user is very
challenging to work with but I feel as a team we get good support from your senior."

"I haven't had a senior support worker for the past 10 months....resulting in no team meetings or supervision and
very little input from the service manager."

"During my time with TRFS I feel supported in my role. I am confident in what I do but if any questions arise I
can ask my team or manager so I can fulfil my role to a very high standard. The company put staff and service
users first at all times."

"I have worked with the organization for a long time. All policies and procedures are fully implemented. Regular
support and guidance is readily available. Each individual I have worked with I feel receive a very good standard
of care. Most receiving one to one support. All support is provided in line with relevant policies and procedures."

Self assessment

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.
The service provider identified what they thought they did well, some areas for development and any changes
they planned.

From this inspection we graded this service as:

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

What the service does well

The service continues to provide very good care and support to those who access it.

We highlighted a number of areas for improvement at our last inspection, which the service has performed well,
to achieve and is therefore reflected in our grading for this inspection.

Of particular note was the work the service has done, working with service users to further develop the step by
step instructions for staff to meet people's needs, in a person-centred and consistent approach.

In addition, the recording of reviewing service users' needs had also improved, clearly evidencing the progress
people had made in achieving their outcomes with the support of the service, identifying what was going well,
areas for further improvement and setting goals for the next six months.

Although we felt that the outcomes; goals people would like to achieve over a period of time could be more
person-centred and time bound, the service was performing very well in other areas of personalisation and
involvement.
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For example, undertaking matching process, focusing on supporting service users to be supported by someone
who had a shared interest.

In addition, user consultation events have been held, seeking the views of people to influence the future
direction and improvement of the service.

Support to staff has also further developed with the revised format of staff meetings being introduced, providing
opportunities for the staff to have an influence on what is discussed and to have an input in the development of
the service.

The performance of staff was measured well through an appraisal process which incorporated the views of
service users and carers.

Good quality assurance systems were also in place through regular audits being undertaken. We were
particularly pleased to see the in-depth induction and assessment process of when a new support worker is
supporting a service user. Ensuring they were fully aware of their health and wellbeing needs prior to the delivery
of the support package.

The Richmond Fellowship is also investing more in their management and providing recognised leadership
training relevant to their roles.

What the service could do better

The service have experienced challenges with staff recruitment and retention over the past year or so. Although,
not uncommon within the care sector at this time, it has been having an impact for some service users in terms
of consistency over their care and support needs being met.

We became aware that managers were often having to cover staff shifts, resulting in less time for undertaking
management duties and therefore having a knock-on effect for having availability, to support staff. On-going
recruitment is taking place and we will continue to monitor staffing levels at future inspections.

We identified through our discussions with service users, carers and staff that communication could be
improved. This was in relation to the following:

- Service users / carers being provided with notice as to whom would be delivering their care and support.
- Any changes in staffing.
- Communications between staff and their line manager.

We fed this back to the registered manager who took our feedback on board (recommendation 1).

When we looked at the training records, although recorded by individual managers for their own teams, there
were no systems in place for the registered manager to have a clear overview of training needs. This therefore
made it challenging for the manager to plan for training and for us, to fully assess the impact training has had
on service users. Although through our discussions with team managers that we are confident that very good
training is provided to meet people's needs, the recording process needs to be more robust (recommendation 2).
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Leading up to our inspection, the service was introducing potential staff to service users as part of the matching
process prior to any safeguard checks being undertaken. Although, we could see the benefits of this person-
centred approach, potential risks to vulnerable people were present. Although, we suggested that the service
should undertake a risk assessment around this practice, the registered manager decided to cease this practice
and ensure people were fully vetted prior to meeting with service users.

Requirements
Number of requirements: 0

Recommendations
Number of recommendations: 2

1. The service provider should ensure that effective communication is in place between service users, carers, staff
and management to further enhance the delivery of the service.

National Care Standards, Care at home, Standard 4 - Management & staffing.

2. The service provider should introduce robust systems to allow them to fully monitor, identify and plan for
training to equip the workforce to meet the needs of those they care and support.

National Care Standards, Care at home, Standard 4 - Management & staffing.

Complaints

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

Inspection and grading history

Date Type Gradings

19 Mar 2015 Announced (short notice) Care and support 5 - Very good
Environment Not assessed
Staffing 5 - Very good
Management and leadership 6 - Excellent

12 Nov 2013 Announced (short notice) Care and support 5 - Very good
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Date Type Gradings

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

27 Nov 2012 Unannounced Care and support 3 - Adequate
Environment Not assessed
Staffing 3 - Adequate
Management and leadership 3 - Adequate

23 Jun 2010 Announced Care and support 5 - Very good
Environment Not assessed
Staffing Not assessed
Management and leadership 5 - Very good

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

Inspection report

Inspection report for The Richmond Fellowship Scotland - North Lanarkshire - Care at Home
page 6 of 7



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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