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About the service

Bob McTaggart House is a large integrated service providing housing support to 49 people who have had a
previous history of homelessness and unsettled lifestyles.

Some service users may have experienced difficulties that accompany this, including alcohol abuse and its
physical and mental health consequences.

The service is located in Glasgow City Centre and is managed by The Talbot Association.

24 hour staff cover is provided.

The accommodation is regulated by Houses of Multiple Occupancy (HMO) Licensing.

The service information states that within 'Bob McTaggart House we believe it is important that you are treated
as an individual. We want to ensure you feel comfortable with the quality of support and that your need for
dignity, privacy and independence is always understood and respected.'

What people told us

During the inspection, we were able to speak individually with eight people who used the service. Comments
included:

"Staff are respectful."
"Everyone is very friendly and I feel safe."
"Staff are great and helpful."
"The staff treat you as a person, not a number."
"The staff have been caring, considerate and show a great deal of empathy."
"It's alright, no problems."

Self assessment

The service was not asked to submit a self-assessment.

From this inspection we graded this service as:

Quality of care and support 3 - Adequate
Quality of staffing not assessed
Quality of management and leadership 3 - Adequate

What the service does well

People should be spoken and listened to in a way that is courteous and respectful, with the care and support of
that person being the main focus of staff's attention. This ensures people have confidence in the staff who are
providing care and support.
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We saw that the interaction between staff and people experiencing care was friendly, warm and polite. People
told us that management and staff were approachable, friendly and non-judgemental towards them.

People have the right to feel safe and secure in their living environment, this is important for the wellbeing of
individuals. People told us they felt safe in the service and we could see that people were comfortable in each
other's company around the service.

Staff receive regular support and supervision and appraisals which ensures people experiencing care, have
confidence in the staff that are providing their care and support. We sampled a number of staff files and found
that supervisions and appraisals were taking place in accordance with the organisation's policy and staff stated
that they felt supported.

What the service could do better

It is important that people have the right to be fully involved in developing and reviewing their personal plans.
This ensures people are fully involved in all decisions about their care and support. We sampled a number of
personal plans and could see that these were in place and that regular reviews were taking place, however
personal plans should be outcomes focused. (See recommendation 1).

Personal plans should be clear and concise in relation to supporting people with their medication. This would
prevent risk or harm to an individual if all staff are clear on an individual's need in relation to support with
medication. (See requirement 1).

People should receive and understand information and advice in a format or language that is right for them.
They should have access to translation services and communication tools where necessary, in order for
individuals to be fully involved in all decisions about their care. We were made aware that translators are
accessed for individuals whose first language is not English. Translators are used to read through documentation
that individuals are given and need to sign; people do not receive a translated copy of the documents in their
own language. (See recommendation 2).

People should be protected from harm and be confident that staff are alert to when they could be at risk from
harm. Whilst sampling individual's files and personal plans we looked through risk assessments and found that
risk, which had been identified for people, were not reflected in their risk assessment. (See requirement 2).

Individuals should be actively encouraged to be involved in improving the service they use which ensures people
feel included and listened too. We saw that the service tried to arrange resident meetings, however more often
than not, no one would turn up. We discussed the need to be proactive and think out of the box about
encouraging people to have their say about the service and have them actively involved. We suggested having
smaller group meetings or social events with parts of this used to discuss topics.

The management team recognised it needs to update paperwork in relation to support and supervision and
appraisals. We suggested that whilst they do this they should consider having a section for feedback from people
experiencing care as this would give them an opportunity to be involved in the development and support of staff.

People should be supported by staff who have knowledge on the issues that affect them, ensuring their needs
are met. We saw that there is a training programme for staff, however with more than half of the people living in
the service refugees, the training provided did not meet the needs of individuals or provide staff with confidence
to best support individuals. Training such as ethnicity, cultural diversity and trauma in relation to conflict zones
should be considered by the organisation. (See recommendation 3).
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Requirements
Number of requirements: 2

1. By 30 April 2018, you must demonstrate to the Care Inspectorate that you are safely meeting the health and
welfare needs of the people receiving care with regard to the administration of medication. In particular, you
must:

(a) clearly record the reason, where any regular medicine is not given as prescribed
(b) maintain a complete, accurate and consistent auditable record of all prescribed medicines entering the
service, administered or destroyed, and leaving the service
(c) ensure that all staff involved in medication management have received training in the safe management and
administration of medication, and
(d) Undertake regular assessments of staff competency and take prompt action where staff do not demonstrate
safe competency levels.

This is in order to comply with:
Regulation 4(1)(a), 9(2)(b) and 15(b)(i) of The Social Care and Social Work Improvement Scotland (Requirements
for Care Services) Regulations 2011 (SSI 2011/210).

2. By 20 June 2018, you must demonstrate to the Care Inspectorate that people experiencing carers' personal
plans set out how their health, welfare and safety needs are to be met and are being implemented in full at all
times. In particular, you must ensure that people have personal plans which:

(a) accurately reflect all their current needs
(b) include information about necessary care and support interventions and are developed to fully reflect the
care being provided
(c) include information about care and support that is up-to-date and regularly evaluated
(d) contain risk assessments that are up-to-date
(e) utilise the risk assessments to inform care planning
(f) ensure that all staff have received risk assessment training
(g) reflect a person centred approach and are developed in line with National Care Standards.

This is in order to comply with:
Regulation 4(1)(a) and 5(1) of The Social Care and Social Work Improvement Scotland (Requirements for Care
Services) Regulations 2011 (SSI 2011/210).

Recommendations
Number of recommendations: 3

1. People have the right to identify what outcomes they want to achieve as a result of using a service. The
service should then monitor if they are helping people to achieve their outcomes.

The provider should look at outcome focused training for its staff so that they have the knowledge and skills to
help service users do this.

This is made against the: National Care Standards - Housing Support Services, Standard 3 (4) Management and
Staffing Arrangements.
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The provider should also consider the new National Health and Social Care Standards as well as work by the Joint
Improvement Team of the Scottish Government who wrote "Talking Points"

2. People should be able to access documents in their own language and fully understand documents that they
are being asked to sign. The provider should make documentation available to individuals in a language that is
accessible to them.

An interim measure would be to consider when a translator is used, asking them to sign a declaration on any
document they have translated verbally to say that they have done this and that the individual has understood it.

National Care Standards - Housing Support Services, Standard 1 (1) Informing and Deciding.

3. People have the right to care and support by staff who are trained in the issues that affect them. The provider
should ensure it provides training to its staff on the main issues that affect individuals it supports.

This should include understanding trauma and other issues experienced by people seeking asylum.

This is made against the National Care Standards - Housing Support Services, Standard 3 (3) Management and
Staffing Arrangements.

Complaints

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

Inspection report

Inspection report for Bob McTaggart House
page 5 of 7

http://www.careinspectorate.com


Inspection and grading history

Date Type Gradings

29 Oct 2015 Unannounced Care and support 4 - Good
Environment Not assessed
Staffing 4 - Good
Management and leadership 4 - Good

11 Nov 2013 Unannounced Care and support 5 - Very good
Environment Not assessed
Staffing 5 - Very good
Management and leadership 5 - Very good

27 Oct 2011 Unannounced Care and support 5 - Very good
Environment Not assessed
Staffing Not assessed
Management and leadership 5 - Very good

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

26 May 2009 Announced Care and support 5 - Very good
Environment Not assessed
Staffing 5 - Very good
Management and leadership 5 - Very good

27 Nov 2008 Announced Care and support 5 - Very 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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