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About the service

Mears Homecare Ltd - West of Scotland is registered to provide a Support Service with Care at Home. It is part
of the organisation known as Mears Care Scotland Limited.

Two geographical teams covered the areas of Helensburgh and Dunoon providing services ranging from personal
care, domestic tasks, practical assistance and companionship to more complex and specialised services. This
service is available to provide flexible packages of care and support appropriate to individuals assessed needs
and agreed outcomes.

The Care Inspectorate regulates care services in Scotland. Prior to 1 April 2011, this function was carried out by
the Care Commission. This service was previously registered with the Care Commission and transferred its
registration to the Care Inspectorate on 1 April. Information in relation to all care services is available on our
website at www.careinspectorate.com.

What people told us

We observed staff with supported individuals and spoke to some people receiving a service. Comments included:

'Service is great and staff are like my friends'

'Glad of the care and help as it enables me to stay in my own home'

'Training is adequate but could be improved'

'My preferences have been discussed and tried to be accommodated'.

Self assessment

The service had not been asked to complete a self-assessment in advance of the inspection. We discussed the
services plan for improvement which demonstrated the service's priorities for development and how they
monitored the quality of provision within the service.

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

During the inspection we visited people at short notice and saw that individuals experienced warm and
compassionate care. We saw several people being supported by staff who demonstrated a good understanding
of both the needs and outcomes for individuals. People told us they were treated with respect by the staff.

We found that individuals supported in their home were assisted to maintain contact with relevant health
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professionals; a positive outcome was access to specialists and adapted equipment to maintain independence.
We felt individual's health and wellbeing benefitted from positive partnership working with social work,
pharmacists, doctors and the district nursing service. We saw individuals and families supported with the
sensitive delivery of palliative care; staff with additional skills and experience provided flexible, warm, positive
and holistic care.

We noted regular six monthly reviews were undertaken along with three monthly quality assurance call rounds.
Call rounds now have an actions section which is reviewed by the manager to ensure any changes or requests
are followed through.

Additional resources include a new electronic database and rostering system which links a number of key
processes such as reviews, incidents, accidents and complaints. This will support the manager to deliver better
outcomes based on evidence and analysis.

The company has introduced an electronic monitoring system; this should help keep people safer as it
automatically notifies coordinators if someone has a missed or late visit. It has been extended to staff working
out of hours with full remote access.

People experiencing care benefitted from the implementation of safer recruitment principles and training which
focused on meeting their outcomes. Staff demonstrated an understanding of their responsibilities to protect
people from neglect, harm or abuse. Standard training and induction included certificated courses for fire safety,
health and safety, food hygiene, infection control, moving and handling and medications. This meant that people
were confident that they had the right staff when they needed them.

What the service could do better

A few people raised some concerns about changes to anticipated times for care delivery; they were aware of the
link, in part, to the new model of commissioned care within Argyll and Bute. We suggested that the service keep
people informed about any changes to consistency with regular communication. The company is looking at ways
to offer care staff increased job security and increased consistency with the introduction of some contracted
posts.

We reviewed a number of care plans and information held in the electronic database. We saw that care and
support paperwork was introduced from the last inspection. The organisation has reviewed this and created a
new more outcome focussed version. Outcome focused training will be delivered to complement the
implementation of these new materials. We suggested that senior staff would benefit from additional risk
assessment training to help identify hazards, analyse the levels of risk and provide safe working guidance for
staff whilst not unduly restricting individuals choice.

The service manager should ensure that staff have access to regular supervision and appraisal. Learning and
development plans should also be in place supported with an up to date record of qualifications held and
training undertaken (see recommendation one). We noted that the service undertook observations of staff
carrying out their duties at work.

We directed the service to the Scottish Social Services Council open badges website for a way to collect, manage
and share evidence of learning in a digital world of care. We also recommended the Scottish Social Services
Council Supervision Learning Resource guidance.

Inspection report

Inspection report for Mears Homecare Ltd - West of Scotland
page 3 of 6



We noted that all the staff had completed mandatory medication training. Where staff supported people with
their medications we saw that the written guidance and observed staff practice was in part contradictory. We
have made a recommendation around the ongoing implementation of the medication training, the need for
clarity on the assessed level of staff intervention and the use of MAR charts (see recommendation two).

Confidence in the way that the service was managed had been affected by a period of absence affecting the
regular management team. We felt that the return of the service manager was having a positive effect on
outcomes for supported people and staff.

Requirements
Number of requirements: 0

Recommendations
Number of recommendations: 2

1. The service manager should ensure that all staff have regular supervision and appraisal. This should include;

- records of discussions held and actions agreed reviewed and evaluated
- professional health and/or work related issues identified recorded and reviewed
- individual learning and development plans with regular review
- updated records of training and qualification held in the new database
- continue with observed staff practice to support reflective learning and better outcomes for service users.

National Care Standards, care at home - standard 4: management and staffing.

2. The service provider should ensure that medication training is embedded into day-to-day practice and
reflective of:

- regular review with assessment and implementation of the correct level of medication support
- the appropriate use of MAR sheets for medication administration
- guidance and clarity on written daily communication records for medication prompts and assistance as per
best practice guidance and company medication policy.

National Care Standards, care at home - standard 3: your personal plan, standard 7: keeping well- healthcare
and standard 8: keeping well- medication.

Complaints

There have been no complaints upheld since the last inspection. Details of any older upheld complaints are
published at www.careinspectorate.com.
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Inspection and grading history

Date Type Gradings

2 Feb 2017 Announced (short notice) Care and support 4 - Good
Environment Not assessed
Staffing 4 - Good
Management and leadership 4 - Good

31 Mar 2016 Unannounced Care and support 4 - Good
Environment Not assessed
Staffing 4 - Good
Management and leadership 3 - Adequate

8 Oct 2014 Unannounced Care and support 4 - Good
Environment Not assessed
Staffing 4 - Good
Management and leadership 3 - Adequate
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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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