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About the service

West Lothian Mental Health Service provides a combined Housing Support and Care at Home service. The
support is provided by one staff team who support adults in their own homes and shared accommodation. The
service is provided by Places for People Scotland Care and Support Scotland Ltd, a voluntary organisation which
manages a number of projects throughout Scotland.
The service is available to people with mental health problems and acquired brain injury. Twenty four hour
support is available for the shared accommodation for three people and a mixture of hours are allocated to
people in their own homes. At the time of the inspection 62 people were supported by the service. Support is
planned on an individual basis aiming to enable people to be as independent as possible. The support also aims
to promote individual's rights, advocate on their behalf as required and to empower people through informed
choice and negotiation. The staff team comprised of a service manager, team leader, three senior support
workers and six support workers.
The services aim is:
- 'To be a recovery-focused service; providing support that empowers people to live the life they want to live.'

What people told us

We met eight people supported, and spoke with a further two people by phone. We also sent out questionnaires
prior to the inspection and nine were returned. It was clear from speaking with the people supported and from
the returned questionnaires, that the support was flexible, person centred and self-directed. People we spoke
with told us how the support had changed their lives and enabled them to start to reach goals they did not think
possible. People supported said the way the staff team had taken time to build up positive and respectful
relationships had helped them gain confidence and trust in their support. Everyone we spoke with praised the
quality of the support and could not think of anything they would want to see changed or improved.

Self assessment

We did not request a self-assessment at this inspection. However we did look at the providers own improvement
plan and action plan as part of this inspection.

From this inspection we graded this service as:

Quality of care and support 6 - Excellent
Quality of staffing not assessed
Quality of management and leadership 5 - Very Good

What the service does well

We saw that the people supported directed their own support in a way that suited them. There were core staff
teams who built their support around what the person needed that week rather than work to a set pattern. We
saw that this enabled people to have support which reflected their needs and choices on any given day. We
thought this was an excellent model of care and support and we could clearly see the benefits of it for the
people supported. People we spoke with told us that the support had, in some cases, changed their lives and
they could now look forward to achieving more than they had thought possible. The flexible and supportive
nature of this model had also helped to enable each person to achieve their goals. We saw that the goals were
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regularly reviewed and discussed with the people supported. This meant that people were able to successfully
achieve the outcomes they wanted.

We saw detailed person centred information about how each person wanted to be supported on the I.T system
used. The people we spoke with could not fault their support and felt they could talk to any staff member and
would be listened to. All the people supported we talked with were confident in their staff. Everyone spoke highly
of their individual core staff team.

We saw that feedback from the people supported influenced both the direct support and organisational
development. As part of their role, the senior support workers provided direct support. This gave an opportunity
for the people supported to give feedback directly to them. Any concerns could then be shared with
management.

Places for People Scotland Care & Support had a comprehensive range of policies and procedures in place to
support staff practice. All of these open with a statement that commits to the National Care Standards. All staff
received training on these policies. We saw that the values within the policies and the national care standards
were clearly demonstrated by staff in their day to day work.

Staff had the opportunity to meet with their line manager to discuss any issues and feedback from the people
they supported was part of the agenda. Staff had the opportunity to reflect on their work through one to one
meetings, team meetings and feedback from observed practices. This enabled staff to develop and enhance their
skills.

We saw that all records were of a very high quality and staff clearly had a comprehensive understanding of the
people they supported preferences and support needs.

The organisation has an internal quality assurance system. This is used to monitor the performance of each
service. It is carried out on an annual basis and an action plan is completed. We also saw that audits were
carried out in the service to ensure that practice reflected the policies and expectations of Places for People.

The manager had to complete a quarterly management report to the board of directors. This included audits of
supervision and training and whether specific targets had been achieved as expected. All goals for the people
supported were also subject to audits through supervision and through the management reports. This means
there is an overview of the achievement of goals for service users at a board level which links into the
achievement of organisational objectives.

What the service could do better

We saw that the I.T system was used very effectively by the staff team to record and track progress. However we
fed back there were improvements that could be made in how reviews of support were recorded. We thought
that the record of review could be used in a better way to summarise what was discussed, including any
feedback on the direct support from the support workers. We also discussed that the development of a visual
tool, such as an outcome star would be beneficial for the people supported. This would allow them at a glance to
see how much they had progressed in their lives with the support provided.

We saw that the majority of training was done remotely through e leaning. Whilst e learning was a positive part
of training it did not enable discussion or reflection of practice in a group setting. All staff were actively
encouraged to access training and reflect on this, however in the future an area for development would be to
look at training events where discussions can take place in a group setting.

Inspection report

Inspection report for West Lothian Mental Health Service
page 3 of 6



The manager discussed that staff would no longer have a yearly appraisal/reflection of their work. We thought
that this would be a gap for staff development and understanding their role in meeting organisational objectives.
We will follow this up at the next inspection.

All staff will be eligible to register with the Scottish Social Services Council (SSSC) from October 2017 in housing
support and care at home services. We discussed that further work would be of benefit in looking at how
reflective accounts were used to show staff learning had been put into practice. We suggested a representative
from SSSC could attend a team meeting to discuss best practice.

Requirements
Number of requirements: 0

Recommendations
Number of recommendations: 0

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

12 Oct 2016 Announced (short notice) Care and support 5 - Very good
Environment Not assessed
Staffing 5 - Very good
Management and leadership Not assessed

2 Dec 2015 Announced (short notice) Care and support 4 - Good
Environment Not assessed
Staffing 4 - Good
Management and leadership 4 - Good

17 Dec 2014 Unannounced Care and support 5 - Very good
Environment Not assessed
Staffing 4 - Good
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Date Type Gradings

Management and leadership 4 - Good

8 Oct 2013 Announced (short notice) Care and support 6 - Excellent
Environment Not assessed
Staffing 6 - Excellent
Management and leadership 5 - Very good

20 Sep 2012 Unannounced Care and support 6 - Excellent
Environment Not assessed
Staffing 6 - Excellent
Management and leadership 6 - Excellent

1 Feb 2011 Announced Care and support 6 - Excellent
Environment Not assessed
Staffing Not assessed
Management and leadership Not assessed

10 Mar 2010 Announced Care and support 4 - Good
Environment Not assessed
Staffing 5 - Very good
Management and leadership Not assessed

21 Oct 2008 Announced Care and support 5 - Very good
Environment Not assessed
Staffing 5 - Very good
Management and leadership 5 - Very 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.

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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