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About the service

The Action Group provides support to people in their own homes or in their local community, supporting them to
live independent lives as much as possible. Approximately 214 people were using the service at the time of our
inspection.

What people told us

61 Housing Support and Care at Home Care Inspectorate questionnaires were returned to us before the
inspection. The feedback was generally positive with people being happy to speak to staff or managers if they
had any concerns.

Comments from the questionnaires included:
"I am very happy with the service I receive. They always do their best to try and accommodate when I need extra
support. They also do their best to give me the newsletters etc in audio format as I am blind".

"Lots of changes in my support and I am a bit anxious about meeting my new support worker but I am up for a
challenge. I am looking forward to meeting them and getting new ideas".
"I have been getting male staff all the time but when I had asked to have a female as well, nothing gets done...."

"I am very happy with the service I receive".

"I feel that I am treated with respect from all staff members within the Action Group who I am involved with. I
find everyone friendly".

"The support workers I have, have been amazing. It if was not for my support, I am positive my life would be
virtually non existent....I would really be afraid for myself".

"If I didn't have my support I would be lost."

"I don't have any problems with my support. Things are getting better now and they do quite well for me."

"I receive support from limited staff numbers. This is what I asked for. I didn't want different staff coming into
my home. The support workers help me a lot and I am very satisfied with everything."

"Any issues are dealt with promptly by management and are quickly resolved."

"The more experienced staff do an excellent job. However, there is still an issue with the less experienced and
thus less skilled staff. So the service is not always consistently of a high standard."

"This service provider gives me excellent support. They met with me and my family on two occasions to talk
about my needs. I have had a good, friendly support and feel confident that the team is working well for me."

"I am very happy with the support my son gets form the Action Group. He has a good social life and seems to be
very happy."

Some of the people who returned their completed questionnaires highlighted to us some areas for further
improvement and development by the service provider.
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Comments included:
"Sometimes my manager doesn't listen to me. Also, we sometimes don't get told if there are any changes to our
support."

"Sometimes the staff are late due to not having enough travel time."

What staff told us
We also received 54 completed questionnaires from staff prior to our inspection.
Their comments included:

"I rate the Action Group as the best with providing a care service."

"Due to the nature of the support we give to our service users, we mainly work on our own. But we do have
opportunities within team meetings to talk openly about any concerns that we have. We have good managers
who we can speak with at staff meetings or supervision meetings."

"The Action Group provide extensive training as part of their induction and on-going....."

"I feel there is good communication between staff and managers. Managers care about the service users and
want to ensure their needs are being met. I also feel like high up management are approachable and show
friendliness to staff at all times."

"There are opportunities to do training, to up date training and to get involved with service user groups and
outings. Managers are open to support worker suggestions about how support can be improved."

"I am pleased to work for the Action Group. I feel its helped me to develop communication and caring skills. I
also enjoy the change to develop my working skills."

"I have worked with the Action Group for almost two years and have six years' experience with a previous
provider. I am still impressed with the high standard reached in our team. Anytime there is an issue (which have
all been minor) I feel confident passing it on to my manager and that it will be dealt with in a productive way.
The team is very supportive towards each other too."

"The Action Group offer excellent care and support for service users. Their needs are met well and they are given
opportunities to improve their lifestyle and fulfill it to the appropriate level......"

Again, some staff made some comments in relation to areas for further improvement and development.

Their comments included:
"The Action Group is a good care provider with strong values. My particular team 1.11 tends to lack
communication from team managers to support workers and a lack of training in my opinion. Many decisions are
made by managers without any consultation with those working directly with the relevant service user and said
decisions are rarely passed on. Lack of time between support visits and doing paper work....."

"In the past year I have only had one supervision but in the previous year several......"
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Self assessment

We are not asking services to submit a self-assessment for this inspection year. Instead, we will ask services for
their improvement or development plan and discuss any improvements they may have made or intend to make
since the last inspection.

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 5 - Very Good

What the service does well

We found the service was very supportive in encouraging people to be as independent as much as possible and
have control over their support with a focus of risk enablement where appropriate.

People experience a high quality of life. They are enabled to get the most out of life with
options to maintain and develop their interests, activities and what matters to them. This
includes opportunities to connect with family, friends and the local community, in different
ways.

The service has recognised that the care and support needs of some people is increasing as they become older
and subsequently sourced additional training including dementia and palliative care.

Staff were progressing well with being registered with the Scottish Social Services Council (SSSC) and the service
had provided a number of drop-in sessions to support staff with their applications and the timescales required.

Service user involvement was embedded within the service, providing people with a variety of opportunities to
influence the ongoing improvement and development of the service. This included the Have your say group,
independently facilitated by the Learning Disability Alliance Scotland.

The Action Group have been proactive in identifying, addressing and in many cases investigating areas of risk
around the welfare of people to ensure their associated risks were managed with care. Whilst we have no
concerns with regards to how investigations have been undertaken, it is the role of the local authority to do this
and not the service provider. The Care Inspectorate continues to support the Action Group, to ensure this practice
is not embedded within the service and appropriate support and resources are provided by the local authority.

What the service could do better

Although, the majority of people were achieving positive outcomes with using the service, some people told us
that this could be further improved and to work with them to identify more meaningful activities in the local
community, rather than visiting coffee shops and retail outlets.

When we spoke with people and their carers, some voiced a level of frustration at the poor communication they
experience at times. This included, changes to their support times and a degree of confusion as to who their
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local manager was. The service recognised that communication was an area for on-going further improvement
and was working well to identify ways to achieve this.

When we looked at the staff training records, we identified some gaps for both core and re-refresher training.
This included medication and moving and handling people safely. The service was aware of this and was making
appropriate steps to ensure everyone had the required training to fully meet people's needs.

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

8 Feb 2017 Announced (short
notice)

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

29 Jan 2016 Announced (short
notice)

Care and support 5 - Very good
Environment Not assessed
Staffing 4 - Good
Management and leadership 5 - Very good

19 Dec 2014 Announced (short
notice)

Care and support 4 - Good
Environment Not assessed
Staffing 5 - Very good
Management and leadership 5 - Very good
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Date Type Gradings

20 Dec 2013 Announced (short
notice)

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

21 Nov 2012 Announced (short
notice)

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

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

6 Aug 2010 Announced Care and support 5 - Very good
Environment Not assessed
Staffing 5 - Very good
Management and leadership Not assessed

22 Jun 2009 Announced Care and support 5 - Very good
Environment Not assessed
Staffing 4 - Good
Management and leadership 5 - Very good

28 Aug 2008 Announced Care and support 5 - Very good
Environment Not assessed
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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