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About the service

Stirling Support Service is based in Alva and provides a care at home service to older people and people with a
physical disability. It covers a large area including Stirling, Stirlingshire, Clackmannanshire and Falkirk areas. It is
part of the larger Mears Group which runs care services across Britain.

The service offers a seven day, 24 hours a day service and support packages are provided on an individually
assessed basis according to need. Support provision can be from a few hours per week to many hours each day.
The service can be contracted privately or through the local authority.

What people told us

We visited some people who get support from this service and we spoke to a number of family members over
the phone. We were impressed by some of the comments from people and many expressed satisfaction with the
staff members they had. Comments included:

- 'Very caring, very professional, sit and chat to my (relative)...'.
- 'Offered choices, chat nicely, attentive...'.

People and family members also confirmed that communication with the office and management by and large
worked very well. Management and office staff would always get back to them quickly and listened to any
concern raised.

Some people and family members said the service had improved this year. Consistency of staff had got better.
Comments included:

- 'less changes..'

On a less positive note, some feedback was that new staff still do not get enough of an introduction to the
person they are going to provide care and support to. Also, importantly there were quite a few saying that staff
did not have enough travel time and that visits could be better organised time wise.

Self assessment

We did not request a self assessment this year. We discussed and considered the service's own development
plan as part of this inspection.

From this inspection we graded this service as:

Quality of care and support 4 - Good
Quality of staffing 5 - Very Good
Quality of management and leadership not assessed
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What the service does well

We saw that people had support plans and these had a good level of detail in them. The plans gave staff enough
information to make sure someone's main needs were met. These were up to date and we saw that the service
checked with people on a regular, at least six monthly, basis and that they were satisfied with the support.
Family members and relevant health and social care professionals were often asked to contribute their views to
the six monthly review. People felt listened to and respected by this service.

We saw that the service tried whenever possible to be responsive to changes a person wanted or needed. This
could be a person wanting a different time or because of changes to their health, additional or different support
was required. This again showed us that the service listened and was willing to be flexible.

The service also arranged some social events for people to attend. These were enjoyable for people and helped
to build a relationship between the service and people supported. Management and supervisors also undertook
courtesy calls (phone) and spot checks to monitor the quality of support provided. The service sent out an annual
survey and this is to let them get feedback as to what was going well and what could be better.

On a more general basis people and family members told us that management staff were easy to talk to, were
very approachable and if they had a concern they'd just pick up the phone and call them. It was good to see they
found the staff and management responsible, caring and professional.

We spent time examining how staff were supported to provide the best support they could. When they first
started they were given a thorough induction to the care and support role. Once in post they had regular
supervision meetings with their line supervisor and they received very good on-going training.

Staff reported in questionnaires they returned to us and when we spoke to some of them that they found their
line manager approachable and supportive. A manager or supervisor would always make time for them if they
had a concern. They confirmed they were given good guidance and advice. This helped people get the right
support and keep safe and well.

Staff expressed strong caring, respectful values and when we observed them supporting individuals they had a
relaxed, friendly and positive manner. Family members also said they had a caring attitude. They were skilled at
putting people at their ease and making suitable conversation. Staff went in to provide support in people's
houses and their approach and manner is very important.

What the service could do better

Whilst we generally thought this service did well there were some areas that improvements could be made and
would be helpful for people supported.

We discussed with the manager how people's 'personal support plans' could at times be better and more clearly
written. We talked about how it's important that the plans state what the person wants to get from the support
and how it's going to be helpful to them. We also said how some more individualised, personalised detail in the
part that describes 'how to support me' would be useful. A bit more of the small but important detail about how
the person likes something to be done, for instance, their tea made or what music to put on for them. Such
details are different for each person but can make a big difference.
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Some risk assessments were not always completed as well as they could have been. On some documents we
found some information missing and we went over this with the manager. We agreed that it should be fairly
straightforward to put right.

There had been the occasional missed support visit. This was very concerning as the service were not always
aware of a staff member missing a support visit to a person until quite some time afterwards. The manager said
a new I.T. visit monitoring system was being introduced in January 2018 and we were reassured that this should
address this matter.

We had quite a few comments saying staff were not given enough travel time between support visits. We
confirmed this and could see how for people supported waiting for staff to arrive could be frustrating. For staff
rushing between visits is not ideal at all as well. Again the manager thought the new I.T. system would address
this matter. If not some other steps should be taken by the manager.

We were impressed by the feedback about staff and by staff we met. We thought the service should explore how
to make sure they were getting ideas and contributions from staff about people's review meetings and for
general improvement and development ideas for the service.

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

7 Dec 2016 Unannounced Care and support 4 - Good
Environment Not assessed
Staffing 5 - Very good
Management and leadership 5 - Very good

12 Feb 2016 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 4 - Good

6 Mar 2015 Unannounced Care and support 4 - Good
Environment Not assessed
Staffing 4 - Good
Management and leadership 4 - 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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