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About the service

South East Hub Re-ablement service is a combined housing support and care at home service. It covers the
south-east part of Edinburgh city and provides personal care and support to the people using it. It is based in
two offices, in Niddrie Mains Road and Captains Road, but in future the service will be based in Captains Road.

Changes in the way City of Edinburgh manages its care provision has led to the merger of Intermediate Care
and the Reablement teams to form this service, with a focus on helping people regain skills and independence
whenever possible. As this merger has only happened recently, differences in ways of working will continue for a
time, as the roles of physiotherapists, occupational therapists, community therapy assistants and social care
workers become clearer.

The current service outline is:

'Rehabilitation describes a broad spectrum of activity and is a core function of the Locality Hub. Therapists,
Reablement Coordinators and other staff will undertake goal setting with people that optimises reversal,
improvement and accommodation. Realistic goals that address crisis, support recovery of baseline and
accommodate permanent loss of function will be developed where appropriate. Rehabilitation will be delivered in
a person-centred manner within the scope of the agreed eligibility criteria.

Where clinical rehabilitation is being undertaken, therapists will utilise evidence based practice, including
appropriate outcome measures and goal setting techniques. This is to ensure individualised care, monitoring
of progress and to assist in conversations about the transfer of a person from a rehabilitation service within the
Hub, to an ongoing service or other resource'.

The service is working with about 125 people at this time.

What people told us

We sent out 65 Care Standard Questionnaires and 29 were sent back. Everyone strongly agreed or agreed that
'overall, I am happy with the quality of care and support this service gives me'. Everyone said staff treated them
with respect and had enough time to carry out the agreed support. Seven people did not think that the service
checked that they were meeting their needs regularly.

Comments in the questionnaires included:

'I have been receiving help since I came out of hospital and as I improve they are gradually reducing my help.
The staff have always been about when I have asked them for help'.

'The care and support she has received has reduced her anxiety. She is happy with support and commented on
how nice the care team are'.

'The staff very rarely ask how I am although they seem to write quite copious notes...I feel they might be missing
things which might be quite important'.

'I cant find the words to express how much this service has helped my husband and me. The two main carers
(names) are exceptionally skilled at the personal care work and socially at ensuring my husband is relaxed and
confident with them....this service has made such a difference...'
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'We are happy with the quality of care from the carers, especially our mainstay carer...(but) we have had quite a
few different carers attending'.

'Very happy with the carers. excellent support given. they listen and do what we ask of them'.

'To begin with the carers were regular, same ones 4 days on, 4 days off....specified times gave continuity which is
important (because of the illness). Then the carers diversified, they themselves not knowing their schedule due
to staff holidays and illness...it was disappointing not knowing who was to attend and timing was irregular....it
had an unsettling effect'...I greatly appreciate the service we receive, all carers doing their best. I admire their
dedication'.

'Too many different carers'.

We met with nine people using the service. They told us that they thought the carers they saw were good and
very nice. As one person summed up:

'Staff are friendly, pleasant, efficient and nice people and I am delighted with them. They have never ever not
come'.

One relative told us the 'carers had made a massive difference. Wouldn't manage otherwise'.

Most people said they would like to know who was coming to support them when regular carers were absent.

Self assessment

We did not ask for a self-assessment this time. We did look at the service's development and improvement plan
to see how they evaluated their work and planned for needed changes. These will be looked at in future
inspections and linked to the new Health and Social Care Standards from April 2018.

From this inspection we graded this service as:

Quality of care and support 4 - Good
Quality of staffing 4 - Good
Quality of management and leadership not assessed

What the service does well

People we met thought that the quality of staff was very good. They told us that staff were kind, helpful, did not
rush and, mostly, listened to what they had to say. We saw that there was a good rapport between staff and
people using the service and that the regular staff knew people well.

At the last inspection we said that, knowing large-scale changes were imminent in the structure of the service,
the good things about it should be carried forward. These included team work, communication, training and
support and positive staff attitudes. We also thought the staff/therapist relationship was helpful to people using
the service.
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Much of these are still there but we also noted stresses that need to be tackled. Positively we did find that
managers were promoting ways of working that did try to make best use of the resources available. We also saw
that clearer aims and objectives, in keeping with a re-ablement philosophy, had been put into place. This may
help this service have a clearer focus for the work it does in future.

The service remained responsive and flexible. Where occupational and physiotherapists were involved from the
start, assessments were completed and support was established quickly. Ongoing communication with therapy
assistants supported through ipads and weekly meetings, meant discussion and planned changes could be
carried out more easily.

In the other parts (of the service) social care workers managed the support and care, in consultation with their
coordinators, mainly by telephone and through staff meetings. This kept everyone informed and changes in care
could be made. We found that staff were willing to cover the gaps in service caused by absences, often doing
this at short notice. We saw that sometimes the lack of direct contact with a physiotherapist/OT sometimes
meant delays in access to equipment, but this is set to improve as changes to the HUB happen.

Staff said they usually had enough time to carry out the work necessary. It was important people did not feel
rushed and at times there was the need for staff to stay longer to ensure those, with conditions such as
dementia, were eating and drinking. However, they also told us that they could be asked to cover other work and
this could be difficult where there was not enough travel time.

What the service could do better

We noted that the mandatory training for some staff was out of date. We were told that some of these staff had
come from other services and there were plans to ensure that they attended the necessary training as soon as
possible. Staff also told us that they had not had opportunities to have dementia and other specific training. This
too is being accessed (recommendation 4).

We saw that 1:1 support and supervision meetings only took place every six months. Although we saw that staff
were supported in other ways and usually had good contact with coordinators, we did not think this was
adequate. Staff told us that there had been numerous changes in their supervisors and this had not helped build
good relationships. The manager was supportive of the need to increase 1:1 time to ensure staff had adequate
time to discuss work, training and other issues or concerns (recommendation 3).

Staff did appear to have opportunities to attend weekly team meetings but these were sometimes cancelled due
to staff being needed to provide care, For example. Some staff did not think they had the chance to meet others
and discuss their work. The service should review how effective team meetings are, ways to maximise
attendance and how to make best use of these opportunities.

Clearer objectives should help staff target work specifically and it would be helpful to see goals and outcomes
recorded for all the work being done. This will provide the service with measures to gauge progress and feed into
reviews of support.

We would suggest that care plans continue to be improved and that information, especially around the details of
how people want their care and support to be provided are clear and easily understood. This would include
setting clear goals and the outcomes that people want. Care plans must also be reviewed at least every six
months (see requirement 1 and recommendation 1).
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We would also suggest that as care staff adapt the support plans these are reviewed by coordinators, agreed and
typed. Work should also be done to ensure that the risk assessment is up to date and reflects the current use of
equipment. We also suggest that it is clear what the medications are that need prompted, and where eye drops,
creams and patches are applied.

When staff are covering work it is important they are given information about the care needed. The introduction
of new smartphones will mean it will be easier to pass on details of care and it is important that the care plan
held in the office system is up to date.

When we inspected services in the past we said that there was real value in making best use of therapists
leading services and being involved in very regular assessments of how well people were progressing, to ensure
good outcomes. In this developing service it is important that positive experiences people have reported about
therapists and therapy assistants working well together continues. This could mean, for example, all staff being
supported and trained to develop enhanced skills to help people in their recovery. The manager agreed to carry
this forward.

Requirements
Number of requirements: 1

1. The provider must ensure that support plans and risk assessments are reviewed and evaluated on a regular
basis, at least six monthly, and when there is a significant change in a service user's health and welfare needs.

This is in order to comply with Scottish Statutory Instruments (SS1 2011/210 Regulation 5 (1) and (2) a regulation
regarding personal plans.

Timescale: The provider must ensure that all support plans and risk assessments that need it are reviewed within
eight weeks upon receipt of this report.

Recommendations
Number of recommendations: 4

1. The service should ensure that care plans are detailed enough and contain information about how each person
would like their care and support given.

National Care Standards, Care at Home, Standard 3 - Your Personal Plan, Standard 4 - Management and Staffing
and Standard 11 - Expressing your views.

2. The service should ensure that staff visit people using the service at the times they expect. Whenever possible
the same staff should visit each person for consistency care. Where this is not possible the service should ensure
that it informs the person of any changes.

National Care Standards, Care at Home, Standard 3 - Management and staffing.

3. The service should ensure that 1:1 support and supervision of staff is good enough and recorded in adequate
detail. We suggest that these meetings take place at least every three months.
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National Care Standards, Care at Home, Standard 3 - Management and staffing.

4. The service should ensure that all mandatory training is up to date for all staff and that staff also have the
specific training necessary, to help them meet the needs of the people they work with. The time to free staff to
attend training must be found.

National Care Standards, Care at Home, Standard 3 - Management and 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

24 Oct 2016 Announced (short notice) Care and support 4 - Good
Environment Not assessed
Staffing 4 - Good
Management and leadership Not assessed

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

13 Oct 2014 Announced (short notice) Care and support 4 - Good
Environment Not assessed
Staffing 4 - Good
Management and leadership 4 - Good

24 Oct 2013 Announced (short notice) Care and support 4 - Good
Environment Not assessed
Staffing 4 - Good
Management and leadership 4 - Good

3 Dec 2012 Announced (short notice) Care and support 4 - Good
Environment Not assessed
Staffing 4 - Good

Inspection report

Inspection report for South East Hub Re-ablement Service
page 6 of 8



Date Type Gradings

Management and leadership 4 - Good

9 Dec 2011 Unannounced Care and support 4 - Good
Environment Not assessed
Staffing Not assessed
Management and leadership 4 - Good

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