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About the service

Angus Health and Social Care Enablement and Response Teams was previously registered under the name of
Angus Council Personal Care and Community Alarm service and has been registered since 2006. Following an
extensive service review the service moved towards a care at home service commencing 27 November 2017 that
provided short-term enablement and response services to encourage people living in Angus to live as
independently as possible. At the time of this inspection, the service continued to provide mainstream homecare
for a reducing number of people who required ongoing care and support. The service is working with
independent care providers to establish new support arrangements for them.

What people told us

During this inspection we consulted with people through home visits and telephone calls. In addition, prior to
this inspection we received feedback from 14 people through questionnaires.

People told us:

'Fully satisfied, the care staff are very friendly and they do a good job.'

'My relative is blind, it would be helpful if they (staff) could identify themselves on arrival.'

'Do feel confident in and comfortable with the care I have received. The change in the service has made me
realise how much the care has helped my wellbeing.'

'I have a lot of respect for the girls they do a great job.'

'I sometimes think they need more support from the bosses.'

'I can't mange without them, they brighten our day.'

'Very satisfied by the quality of care provided to me.'

'It means my relative can live at home.'

'Its been a big help.'

'My relative needs more support now' (discussed with manager)

Self assessment

We did not request a self assessment from the Provider prior to this inspection. The Provider presented a self-
evaluation plan that described areas for development and improvement and progress towards addressing these.
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From this inspection we graded this service as:

Quality of care and support 5 - Very Good
Quality of staffing not assessed
Quality of management and leadership 4 - Good

What the service does well

The service was progressing with a service review and restructure. This meant that the staff teams had come
together and staff now worked across all elements of the service - mainstream homecare, short-term
enablement and response (previously known as community alarm). At this inspection, the staff continued to
support people who would require a longer term support service and they were working with people to identify
alternative providers to provide this support.

We spoke with a number of people who used the service following a period of ill health or an accident that had
impacted on their independence. People told us that the support they received from staff had helped them to
regain confidence and contributed to their recovery. This meant that for many people they avoided longer stays
in hospital and they could return to their own homes quicker and continue to live as independently as they were
able.

We saw that brief enablement support plans had been created with people. The records kept by staff about the
support provided clear evidence that support was adapted as peoples needs changed and as they regained fuller
independence. One person told us 'they don't help you but that's good as you have to do it yourself.' and 'staff
are all very nice, encouraging.'

The service also provided a response service, more commonly known as community alarm. The creation of one
staff team meant that there were more staff available to respond when someone used their alarm. This
appeared to be having a positive effect on reducing waiting times for people.

Staff supervision remained sporadically planned across the service and this was an area that senior staff were
aware needed to improve. Planners had been developed to help seniors plan meetings with staff including
supervision and practice observations. The provider had introduced folders for staff to help them prepare for
registration with the SSSC and for undertaking their SVQ to meet the conditions of registration. The plan was
that these folders would also have information about observation of practice and any training that has been
completed. We discussed the opportunities that practice observation presented for seeking feedback from
people who used the service about their views about their support. The managers planned to explore this
further.

As mentioned previously, the service was progressing through a period of change. Staff told us that they were
informed of changes and had opportunities to express their views. They confirmed that they were updated
following any suggestions or concerns raised. A project/implementation plan and a self-evaluation plan had
been developed and remained a working document that reflected progress through the change in structure and
processes.
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Overall, people we spoke to were very happy with the support they received. They told us that staff were
reliable, caring, helpful and respectful. One person told us 'they are very caring... they make sure I'm not
embarrassed'. People also told us that not only had the support made a difference to them it also helped other
family members too.

What the service could do better

We recognised that the service was in a period of change. In some areas more support was required to support
the staff team through this and to establish a structure for staff to work to. We suggested that a team plan may
benefit staff in that it could identify what needs to be done, why it needs to be done and any deadlines
or responsibilities. For example, in some areas of the service, statutory reviews of support plans had not been
completed at least once in every six months. Senior staff however were aware of this and had started to plan for
the coming year. The manager must ensure that reviews are completed and clearly documented at least once
every six months.

The manager was aware that some documentation lacked important detail. For example some care plans merely
said 'support with personal care' with no further indication what this meant for the person. Likewise review
documents that we did see generally said 'happy with the service' with little indication of the discussions that
took place. Documentation formats were being reviewed however which may provide additional prompts for
staff completing records to ensure there was sufficient detail recorded including any risk assessments for specific
needs.

We spoke with the managers in relation to the requirement for notifying the Care inspectorate about specific
events. We recognised the challenge this presents in a response service and we asked the manager to consider
how they could use the current systems or in the develop these systems to provide clearer information that
would help them to ensure that the service submits appropriate notifications.

We made a recommendation at our previous inspection about staff supervision. We have repeated this at this
inspection (Recommendation 1).

Requirements
Number of requirements: 0

Recommendations
Number of recommendations: 1

1. All staff members should have regular supervision meetings. These meetings provide an opportunity to
discuss the support provided and for a staff member to consider their own learning and development needs. It
also is an opportunity to discuss individual staffing and professional matters.

Scottish Social Service's Council, code of practice for employers 3.5

National Care Standards Care at Home. Standard 4: Management and Staffing
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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.

Inspection and grading history

Date Type Gradings

28 Feb 2017 Unannounced Care and support 5 - Very good
Environment Not assessed
Staffing 4 - Good
Management and leadership 4 - Good

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

23 Jan 2015 Announced (short notice) Care and support 5 - Very good
Environment Not assessed
Staffing 5 - Very good
Management and leadership 4 - Good

19 Jul 2013 Announced (short notice) Care and support 5 - Very good
Environment Not assessed
Staffing 5 - Very good
Management and leadership 4 - Good

13 Jun 2012 Announced (short notice) Care and support 5 - Very good
Environment Not assessed
Staffing 5 - Very good
Management and leadership Not assessed

21 Dec 2010 Announced Care and support Not assessed
Environment Not assessed
Staffing Not assessed
Management and leadership 5 - Very good

10 Feb 2010 Announced Care and support 6 - Excellent
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Date Type Gradings

Environment Not assessed
Staffing 5 - Very good
Management and leadership Not assessed

24 Mar 2009 Announced 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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