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About the service

Hatton Lea Care Home is a care home registered for 150 older people, 90 of whom may have mental health
problems. The provider is BUPA Care Homes (CFH CARE) Limited.
Hatton Lea Care Home is housed in five separate purpose-built bungalows. Two of the units accommodate 30
service users each. Three units which are operated under an NHS contract provide care for older people with
mental health problems.

There are parking facilities available and the Home is accessible by public transport. It has all single bedrooms
and no en-suite facilities

The service aims to "enable our residents to be as well, independent and happy as they can be while respecting
the individuality privacy and dignity of each person".

What people told us

Before this inspection we gave out forty Care Standard Questionnaires to people using the service as well as forty
to relatives and carers. At the time of the inspection we had received a completed questionnaire from one
person using the service and five from relatives/carers. The completed questionnaires showed that people were
generally happy with the quality of care and support provided.

During the inspection we also spoke to ten people who use the service. Some of the comments we received were
as follows:

"Very well looked after, its like a first class hotel here".
"I like the food here it's the kind of food I like, I get a choice of foods and there's usually something I like".
"I feel quality of food has recently deteriorated and choice not great".
"Staff are great, I wouldn't pick one out as they are all very nice, staff look after me well, if I need something the
staff will help me".
"There are things to do, we sometimes have entertainers/singers who come in".
"I don't bother with meetings if I want to say something I will".
"I go to meetings, you get asked about how things are".
"My room is always clean and tidy".
"I like my room I have some of my own things".
"If I had a complaint I would speak with the staff".
"I don't have any complaints, If I was not happy with something I would talk to the nurse".

We also spoke with three relatives/carers

"Home is excellent in all respects. X is very well looked after".
"X has excellent care and they settled quickly".
"X has communication issues but staff deal with them well".
"A 3 monthly review on Medications and 6 monthly on their health, takes place rigidly".
"Never had to complain. Will let you know if GP is coming in then update on what was said".
"A relatives group meets monthly. It's an open forum to discuss any and all issues/elements. "Service very
responsive to development requests etc. from relatives".
"Well trained staff who care".
"Can think of nothing the home could do better".
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"Room is homely and personalised, brightly coloured pictures. Laundry is labelled and is kept clean, laundry
system is efficient".

Self assessment

The service had not been asked to complete a self-assessment in advance of this inspection.

From this inspection we graded this service as:

Quality of care and support 3 - Adequate
Quality of environment 4 - Good
Quality of staffing 3 - Adequate
Quality of management and leadership 3 - Adequate

Quality of care and support

Findings from the inspection

People we spoke with said they were very happy with the quality of the service and spoke highly about the staff
that supported them.

From the returned Care Standard Questionnaires people generally indicated that they were satisfied that health
and well-being needs were being met.

The service made sure people were happy with the service they received through regular contact, meetings and
questionnaires. Thank you cards, questionnaires and communications showed that people were happy with the
service they received. However, the ways in which people with communication problems could put across their
views remained limited
(See recommendation 1).

Staff made sure people ate and drank enough and that people did not sit/lie without moving for too long. Staff
had made sure that they completed records of how they supported people with these areas.

While the meal experience was good and staff helped and spoke warmly with people within four units, this was
not the case within one unit. Within this unit people were less engaged and best practice was not followed.
(See recommendation 2).

Staff knew the people in their units well and information given to other staff at shift change-over was clear and
detailed.

During the inspection, we saw where people had generally received good care. The service had made sure that
community health professionals were involved in people's care where needed. While most care plans showed a
good level of information, we found that some sections of them could have been better. Areas which could be
improved upon within the care plans included;
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- Daily notes
- Monthly evaluations
- Care review records.
(See recommendation 3)

People received medications as they had been prescribed and they were reviewed regularly. Records were well
completed although hand written information had not always been signed and dated. The name of the
prescriber making the changes was also not always recorded
(See recommendation 4).

The service had arranged for extra staff in some units which helped make sure people were well cared for at
busier times in the evening. This had helped ensure people had choice about how they spent their time and
when they went to bed.
The service had made sure that monthly dependency levels were completed, the minimal staffing schedule was
adhered to and no staff breaks occurred during lunch. However, the Shirrel unit was very busy throughout the
morning and during lunch time.
People we spoke with told us that there were not a lot of organised activities as staff were so busy. Some
concerns were also raised by people we spoke with about how staff were organised and used during busier
periods.
(See recommendation 5).

Requirements

Number of requirements: 0

Recommendations

Number of recommendations: 5

1. The service should develop and improve upon ways in which service users with more advanced communication
needs can be supported to express their views.

National Care standards 10 Care Homes for Older People - Exercising Your Rights.

2. The dining experience should be developed and improved upon. In doing so staff should be receptive and
engaging to service users and their needs.

National Care standards 10 Care Homes for Older People - Exercising Your Rights.

3. Care plans should be developed further to make sure there is specific information recorded about how best to
meet service user's needs.

National Care standards 10 Care Homes for Older People - Exercising Your Rights.

4. Hand written information recorded within MAR records should be signed, dated and indicate the name of the
prescriber making the changes.

National Care standards 10 Care Homes for Older People - Exercising Your Rights.
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5. The Provider should undertake a further review of staffing levels within the Shirrel Unit to ensure these are
adequate to meet the needs of the people living there. In doing so, the Provider should consider involving staff in
this consultation and monitoring routines.

National Care standards 10 Care Homes for Older People - Exercising Your Rights.

Grade: 3 - adequate

Quality of environment

Findings from the inspection

Regular checks and repairs were carried out on areas and equipment within the home. This helped make sure
the environment was safe and maintained to a good standard for service users to live in. Cleaning schedules
worked well and people benefitted from an environment which was generally clean, bright and homely
throughout.

Carer Alert Cords were not always within easy reach for people who used the service to use
(See requirement 1).

The temperatures of the fridges had not always been completed within the pantry areas in the units. There were
several times where fridge temperatures were higher than recommended levels and nothing had been done
about correcting this (See recommendation 1).

Toilet areas were generally clean and water checks had been completed to make sure the temperature and
standard of water was satisfactory.

Some areas within units could be improved upon, namely:

Wall tiles were missing in some toilet and sluice areas which could be a cross infection concern. The décor in
some of the units appeared worn (See recommendation 2).

The service had made sure checks and repairs were carried out regularly to help keep the environment safe.
Other regular checks and repairs were carried out on equipment within the home where needed.

An audit on the environment was completed every 3 months in all the units which helped make sure the
environment was maintained to a good level and kept people safe.

Garden areas were developed for all units which meant people could enjoy safe pleasant outdoor areas.

Signage which helped guide people around the units could have been better and lighting in some areas of units
was dull. This could have had meant people may be unable to find their way around the units easily (See
recommendation 3).

The service had suitable equipment where these had been assessed as required to help ensure the safety,
wellbeing and independence of people using the service.

People who spoke with us told us:
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"(My relative) regularly goes outside ... weather permitting".
"Room is homely and personalised, brightly coloured pictures. The Garden is quite friendly and is being improved,
with an additional garden being put in place between units".

Requirements

Number of requirements: 1

1. Effective systems must be in place for service users to summon assistance. Where this is deemed to be carer
alert cords, these must be accessible and easily operated.

This is in order to comply with: SSI 2011/210 Regulation 4(1) (a) - a requirement to make proper provision for the
health welfare and safety of services users.

Timescale for Implementation: The provider must do this within 24 hours of the publication of this report.

Recommendations

Number of recommendations: 3

1. The temperatures of the fridges should be checked in-line with food hygiene guidelines and be maintained at
recommended levels. Where temperatures are found to be higher than recommended levels, corrective action
should be taken.

National Care Standards - Care Homes for Older People; Standard 4: Your Environment.

2. Areas within units identified as requiring improvement should be addressed, namely wall tiles in toilet and
sluice areas and décor considered within an improvement plan of the service.

National Care Standards - Care Homes for Older People; Standard 4: Your Environment.

3. Signage should continue to be improved throughout all units taking into consideration the individual needs of
service users.

National Care Standards - Care Homes for Older People; Standard 4: Your Environment.

Grade: 4 - good

Quality of staffing

Findings from the inspection

We looked at a sample of new staff recruitment files and were satisfied that safe recruitment practices had been
followed.

The service checked regularly to make sure staff were registered with their relevant professional body.
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The Manager supported staff to meet the conditions on their certificate through a programme of Scottish
Vocational Training.

The service had supported certain staff in their role as 'Key Worker'. The aim of this was to promote best
practice within the service and be a link/resource person for individual people using the service. Specific staff
were "Mentors" for student Nurses which meant they helped guide and support the students in their
placements. Students who spoke with us told us this happened and felt well supported.

Staff were completing 'Promoting Excellence in Dementia Care' training and some staff were being supported to
undertake the higher levels of this.

Some staff had been appointed as 'Dementia Care Ambassadors' to help guide staff and influence best practice
within their units. Specialist 'Admiral Nurses' gave expert practical and clinical support to staff caring for service
users.

Staff told us how well supported they were by management and senior staff. However, some staff training was
out of date and supervision sessions had not been carried out regularly
(See requirement 1 and recommendation 1).

We saw good team work and engagement by staff with service users in most units; However, this was not the
case in all the units. Although this is reflected under Quality Theme 1 of this report, we have taken it into
consideration when grading this Quality Statement.

Staff meetings continued to take place regularly where staff could be involved in discussing a range of relevant
information. We saw action plans had been developed to reflect actions taken to address specific points raised.

People we spoke with told us:

"Staff are very reactive. They notice things and act on it whilst fully informing me of what's happening".

"The home is a pleasant place to stay. I have never heard any bad language and people care for the residents".

"Caring staff...I feel involved in the care".

Requirements

Number of requirements: 1

1. The service provider must ensure each staff member is skilled, competent, and knowledgeable in the work that
they do to enable them to carry out safe and effective care practice. In doing so the provider must address the
gaps in mandatory training.

This is in order to comply with:

The Social Care and Social work Improvement Scotland (Requirements for Care Services) Regulations 2011
(SSI2011/210) regulation 9(2)(b) - Fitness of employees and regulation 15(a) - Staffing.

Timescale for implementation: Within 12 weeks of receipt of this report.
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National Care Standards Care Homes for Older People Standard 5: Management and Staffing Arrangements, has
been taken into account when making this requirement.

Recommendations

Number of recommendations: 1

1. The service should follow a planned, systematic and structured approach to how supervision is carried out.

National Care Standards - Care Homes for Older People Standard 5: Management and Staffing Arrangements.

Grade: 3 - adequate

Quality of management and leadership

Findings from the inspection

The service had ways way to make sure it was delivering a good service including completing audits. Areas that
were covered by audits included looking at how well things worked and how well records were completed.

Through the completion of one specific audit, we saw how an Improvement Plan had been developed to help
improve the environment for people living with dementia.

The manager looked at all the information gathered from the audits which gave an overall summary of how well
the service worked.

Inspections and monitoring visits from external professionals helped show if/how things could be done better.

Information from the audits was given every month to Head Office who also checked the service was operating
to a good level.

We were pleased to see that where it was needed, the service had taken actions highlighted through the audits.
This had helped improve outcomes for service users.

The service also checked how happy people were that lived, visited or worked at the home. This helped to make
sure that the service that was being given to people was of a satisfactory quality.

Given the concerns we found surrounding some staff practices over mealtime and staffing levels (See
recommendations 1 and 5, Quality Theme 1) we suggested the Manager carry out relevant audits/reviews. The
areas for development throughout this report have been taken into consideration when grading this Quality
Statement.

We found that management had not completed six-week probation interviews with some new staff (See
recommendation 1).

We saw that some incidents had been recorded incorrectly as accidents. Staff should be reminded about the
difference between the two categories.
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Audits were generally well completed however we found the following areas which could be improved upon:

The minutes of resident meetings did not always show how suggestions had been acted upon.
Care plan audits did not always have an action plan for issues or demonstrate how actions identified had been
carried out and/or by whom (See recommendation 2).

Although the service checked how happy people were that lived there, ways in which people with
communication needs could express their views remained limited (See recommendation 1, Quality Theme 1).

Requirements

Number of requirements: 0

Recommendations

Number of recommendations: 2

1. Staff should comply with their own policies and procedures in that new staff should receive a probationary
meeting.

National Care Standards; Care Homes for Older People; Standard 5: Management and Staffing Arrangements.

2. Audits should demonstrate how outcomes for people and the service delivery have been improved upon. In
doing so, resident requests should be acted upon or a reason explaining the reason if not. Care plan audits
should have fully completed action plans to show how actions identified have been carried out and/or by whom.

National Care Standards; Care Homes for Older People; Standard 5: Management and Staffing Arrangements,
Standard 11: Expressing Your Views.

Grade: 3 - adequate

Previous requirements

Requirement 1

The provider must demonstrate that medication is administered in-line with the prescriber's instructions and
recorded accurately. In doing so, Pain Assessment Tools must be completed each time they are required and not
as a monthly update.

This is in order to comply with: SSI 2011/210 Regulation 4(1) (a) - a requirement to make proper provision for the
health welfare and safety of services users.

What the service has done to meet any requirements we made at
or since the last inspection
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Timescale for Implementation: The provider must do this within 24 hours of the publication of this report.

National Care Standards Care Homes for Older People Standard 5: Management and Staffing Arrangements,
Standard 15: Keeping well - medication, has been taken into account when making this requirement.

This requirement was made on 8 September 2016.

Action taken on previous requirement
We were satisfied that Pain Assessment Tools were being used appropriately.

Met - within timescales

Previous recommendations

Recommendation 1

The service should develop and improve upon ways in which service users with more advanced communication
needs can be supported to express their views.

National Care standards 10 Care Homes for Older People - Exercising Your Rights.

This recommendation was made on 30 June 2015.

Action taken on previous recommendation
There was still limited support for service users with more advanced communication needs in how they were
supported to put their views across about the service. The Manager acknowledged that this remained a work in
progress.

(See recommendation 1, Quality Theme 1)

This recommendation is not met.

Recommendation 2

Signage should continue to be improved throughout all units taking into consideration the needs of cognitively
impaired service users.

National Care Standards - Care Homes for Older People; Standard 4: Your Environment.

This recommendation was made on 30 June 2015.

Action taken on previous recommendation
Signage which helped guide people around the units could still be improved upon.
(See recommendation 3, Quality Theme 2)

What the service has done to meet any recommendations we
made at or since the last inspection
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This recommendation is not met.

Recommendation 3

Care plans should be developed further to make sure there is specific information recorded about how best to
meet service user's needs.

National Care Standards: Care Homes for Older People, Standard 5 - Management and Staffing Arrangements.

This recommendation was made on 30 June 2015.

Action taken on previous recommendation
While most care plans showed a good level of information, we found that some sections of them could have
been better.

(See recommendation 3, Quality Theme 1)

This recommendation is not met.

Complaints

Please see Care Inspectorate website (www.careinspectorate.com) for details of complaints about the service
which have been upheld.

Enforcement

No enforcement action has been taken against this care service since the last inspection.

Inspection and grading history

Date Type Gradings

30 Nov 2016 Unannounced Care and support Not assessed
Environment Not assessed
Staffing Not assessed
Management and leadership Not assessed

12 Aug 2016 Unannounced Care and support 4 - Good
Environment 4 - Good
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Date Type Gradings

Staffing 4 - Good
Management and leadership 4 - Good

5 Feb 2016 Unannounced Care and support Not assessed
Environment Not assessed
Staffing Not assessed
Management and leadership Not assessed

30 Jun 2015 Unannounced Care and support 4 - Good
Environment 4 - Good
Staffing 4 - Good
Management and leadership 4 - Good

24 Mar 2015 Unannounced Care and support 4 - Good
Environment 4 - Good
Staffing 4 - Good
Management and leadership 3 - Adequate

31 Oct 2014 Unannounced Care and support 3 - Adequate
Environment 4 - Good
Staffing 3 - Adequate
Management and leadership 3 - Adequate

24 Mar 2014 Unannounced Care and support Not assessed
Environment 5 - Very good
Staffing Not assessed
Management and leadership 5 - Very good

5 Nov 2013 Unannounced Care and support 4 - Good
Environment Not assessed
Staffing 4 - Good
Management and leadership Not assessed

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

6 Nov 2012 Unannounced Care and support 3 - Adequate
Environment 3 - Adequate
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Date Type Gradings

Staffing Not assessed
Management and leadership 3 - Adequate

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

22 May 2012 Unannounced Care and support 4 - Good
Environment Not assessed
Staffing 4 - Good
Management and leadership Not assessed

23 Dec 2011 Unannounced Care and support 4 - Good
Environment Not assessed
Staffing 4 - Good
Management and leadership 3 - Adequate

17 May 2011 Unannounced Care and support 3 - Adequate
Environment 3 - Adequate
Staffing Not assessed
Management and leadership 3 - Adequate

25 Nov 2010 Unannounced Care and support 4 - Good
Environment 4 - Good
Staffing Not assessed
Management and leadership Not assessed

28 May 2010 Announced Care and support 4 - Good
Environment 4 - Good
Staffing Not assessed
Management and leadership Not assessed

15 Jan 2010 Unannounced Care and support 4 - Good
Environment 3 - Adequate
Staffing 4 - Good
Management and leadership 4 - Good

2 Jun 2009 Announced Care and support 2 - Weak
Environment 2 - Weak
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Date Type Gradings

Staffing 2 - Weak
Management and leadership 2 - Weak

9 Oct 2008 Announced Care and support 3 - Adequate
Environment 2 - Weak
Staffing 3 - Adequate
Management and leadership 4 - Good

9 Mar 2009 Care and support 1 - Unsatisfactory
Environment 1 - Unsatisfactory
Staffing 1 - Unsatisfactory
Management and leadership 2 - Weak
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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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