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About the service

Tor-Na-Dee Care Home is a purpose-built two storey care home. The provider is Care UK. The service is
registered to provide nursing care to a maximum of 74 people, of whom one may be a younger person. At the
time of inspection there were 71 people living in the service.

Tor-Na-Dee is set in beautiful landscaped gardens and is located in the outskirts of Aberdeen City. People have
access to the town bus service, local shops, churches and cafes. People have a choice of well-furnished sitting
and dining rooms and bedrooms are furnished to a good standard. All bedrooms have en-suite shower facilities.

The service aims to 'provide the level of care and support you need to ensure that, as far as possible, you
maintain your independence and individuality'.

This service registered with the Care Inspectorate on 31 October 2011.

What people told us

We used an inspector volunteer during our inspection to help us get people's views on the service. We spoke to
12 residents, who stay at Tor-Na-Dee and received a further 15 questionnaires. Relatives and friends had helped
to complete some of these questionnaires. The feedback we received, in general, was very positive. They said
the staff were 'helpful in so many ways, without asking' and that the care was very good. They thought the food
was always good and they had plenty of choices. Residents said that the refurbishment was 'a little bit
disruptive' and 'at times it was confusing'. Some residents said they found it difficult understanding and
communication with non UK staff. We saw residents relating to staff in a warm and friendly manner. Residents
spoke very highly of staying at Tor-Na-Dee. One resident commented 'The staff are sensitive and supportive
generally, the quality of care is good'.

We also spoke with six relatives or friends and received 20 completed questionnaires. We were also contacted
directly by families prior to the inspection. We received varying feedback regarding how well Tor-Na-Dee were
performing. In general, most relatives were delighted with the care and support provided. One relative stated;
'since going into Tor-Na-Dee, mum has become healthier, socially interactive and has many friends. She has
total confidence in the staff team'. However, concerns were raised regarding the laundry facilities, the disruption
that the refurbishment caused and the problem of communicating with some of the staff. We looked into these
during the inspection.

The views of the residents, relatives and our observation of practice have greatly informed the findings of this
inspection and are included throughout this report.
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Self assessment

The service had not been asked to complete a self-assessment in advance of the inspection. We looked at their
own improvement plan and quality assurance paperwork. These demonstrated their priorities for development
and how they were monitoring the quality of the provision within the service.

From this inspection we graded this service as:

Quality of care and support 4 - Good
Quality of environment 5 - Very Good
Quality of staffing 4 - Good
Quality of management and leadership 5 - Very Good

Quality of care and support

Findings from the inspection

We found that although there were still some areas that could be improved on, the daily care and support for the
residents was good.

Residents were central to how the service delivered care and support. Staff demonstrated a very positive
understanding of the principles of participation/involvement. Residents felt as though they were involved not
just in their care but also in the life of the home. Residents all spoke very highly of the care they received.

We saw that staff, in general were kind, caring and genuine in their approach. There were times where
communication and differing cultures posed difficulties. A resident said she had 'difficulty understanding some
staff' they were 'very good at caring but not in conversation'. This was having an impact for some of the
residents and them being unable to lead fulfilling lives. (See Quality Theme 3 - Staffing)

There was a large program of events on offer to the residents, coordinated by the activities coordinators.
However, we saw that there was a focus on most residents doing an 'activity', for example colouring in, rather
than improving and enhancing the residents' quality of life. The practice and interaction varied significantly
between the units. Staff also need to be mindful that those residents who are unable to, or do not wish to, leave
their bedrooms do not become isolated.

We had no concerns regarding the healthcare needs of the residents being met.

We saw that the management and staff had an outcome focused approach to maintaining and improving the
residents' wellbeing. The electronic personal plans were informative and generally person-centred. Some of the
processes in place to assist in gaining residents' views were not always used to their best potential. For example
the 'resident of the day' and the care reviews. More focus was required on developing strategies to support
residents who display stress or distress and ensuring staff were fully informed of how the residents care needs
were to be met. We were unclear if the actions taken by staff to support residents were consistent.

We saw some very positive interactions between staff and residents, which demonstrated that in general most
staff treated residents with very good levels of respect and dignity.
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Requirements

Number of requirements: 0

Recommendations

Number of recommendations: 0

Grade: 4 - good

Quality of environment

Findings from the inspection

The environment was found to be very good.

The latest phase of a large refurbishment program had been completed. The home was decorated to a very high
standard. Relatives, residents and staff said that due to the extensive nature of the refurbishment this has had
an impact on both residents and staff. Family members said that their relatives 'got lost once or twice during
the refurbishment' and 'it went on too long. Overall most residents and families were delighted with the
refurbishment. The management team had decided to delay the final phase of the refurbishment, Lochnagar
Unit the dementia unit, until a later date.

We saw that staff were not encouraging or supporting the residents to take full advantage of the new facilities.
We saw that one lounge was crowded while others sat empty. The manager stated that the staff and residents
were only just starting to become familiar with the new facilities. Hopefully over time the public spaces will be
utilised fully.

The maintenance records we saw were clear and well maintained. We saw that action was taken promptly to
address any concern regarding the environment. The maintenance person was highly visible within the home.
Some residents knew him by name.

The good practice, already in place in the Lochnagar Unit regarding improving the residents' ability to remain
orientated and remain independent, should be further developed to the rest of the home. The organisation
needed to consider how they balanced achieving a corporate image and maintaining a homely environment for
the residents. A relative said that the home now feels like a 'boutique hotel'. There was the potential for Tor-
Na-Dee to be less homely and welcoming for both residents and families.

Requirements

Number of requirements: 0

Recommendations

Number of recommendations: 0

Grade: 5 - very good
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Quality of staffing

Findings from the inspection

Although there were some areas for improvement the quality of staff was found to be good. We found that the
recruitment processes were in line with good practice. Documentation was well maintained. This made it easy
for senior management to audit and monitor this process.

We saw there was a comprehensive induction program for new staff. The manager had identified and addressed
an issue where the service had not ensured a member of staff had received an appropriate start to their career.
This reflective approach to learning systems had to be commended. The member of staff was given a new
mentor and recommenced the induction program. Staff said they felt very well supported.

Staff were encouraged to undertake mandatory and developmental training in line with good practice, including
the dementia training. The management team were informally monitoring practice to ensure that training was
being put into practice. Staff said the training was good. Although staff were encouraged to write reflective
accounts, these could be further developed. This would mean that residents were being supported by staff who
were meeting the professional requirements set by their regulatory body.

The home had staff from many different cultures. Although all spoke English the cultural differences, use of
language and how staff communicated had posed a number of difficulties for some residents and relatives. We
discussed these concerns with the management team. They should work with staff to create a culture within the
home based on the values within their organisation's Dementia Strategy. The dementia strategy should assist
residents have more fulfilling lives, meaningful lifestyles and live well.

Requirements

Number of requirements: 0

Recommendations

Number of recommendations: 0

Grade: 4 - good

Quality of management and leadership

Findings from the inspection

We found that the quality assurance processes and procedures continued to be an integral part of how the
service operated. This had had a positive outcome on the way the service had continued to improve. A variety
of both formal and informal methods were used to seek feedback from residents and relevant others.

Various staff from the organisation and from within the staff group had audited and reviewed the service
throughout the year. Action plans had been developed and the outcomes fedback to the residents, relatives and
staff. Any actions that had been identified by the service were addressed quickly. All the suggestions we made
throughout the inspection process were promptly addressed or appropriate steps taken to put these into place.
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Since the last inspection Tor-Na-Dee had worked hard to evidence the care, support and outcomes for their
residents.

One of the fundamental factors within Tor-Na-Dee was that the manager and the leadership team had set the
philosophy amongst staff of the residents' wellbeing being vital. We received a lot of feedback regarding the
manager being highly visible in the home, approachable and supportive.

The same principles used in the complaints process should be applied at any verbal concerns raised by residents
or families. This would ensure issues raised are reviewed and any actions identified are taken forward to ensure
positive outcomes are experienced.

Requirements

Number of requirements: 0

Recommendations

Number of recommendations: 0

Grade: 5 - very good

Previous requirements

There are no outstanding requirements.

Previous recommendations

There are no outstanding recommendations.

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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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.

Inspection and grading history

Date Type Gradings

28 Feb 2017 Unannounced Care and support Not assessed
Environment Not assessed
Staffing Not assessed
Management and leadership Not assessed

4 Oct 2016 Unannounced Care and support 3 - Adequate
Environment 5 - Very good
Staffing 3 - Adequate
Management and leadership 4 - Good

9 Oct 2015 Unannounced Care and support 5 - Very good
Environment 5 - Very good
Staffing 5 - Very good
Management and leadership 5 - Very good

16 Mar 2015 Unannounced Care and support 5 - Very good
Environment 5 - Very good
Staffing 5 - Very good
Management and leadership 5 - Very good

10 Dec 2014 Unannounced Care and support 4 - Good
Environment 4 - Good
Staffing 4 - Good
Management and leadership 4 - Good
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Date Type Gradings

27 Jan 2014 Unannounced Care and support 4 - Good
Environment 4 - Good
Staffing 4 - Good
Management and leadership 4 - Good

29 Oct 2013 Unannounced Care and support 4 - Good
Environment 2 - Weak
Staffing 4 - Good
Management and leadership 4 - Good

23 Jan 2013 Unannounced Care and support 5 - Very good
Environment 5 - Very good
Staffing 5 - Very good
Management and leadership 5 - Very good

25 Apr 2012 Unannounced Care and support 5 - Very good
Environment 5 - Very good
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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