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About the service

Avenue Care Services was registered in June 2011 and is an independent provider of home care based in
Auchterarder. Avenue Care Services is part of Avenue Scotland Recruitment and Consultancy agency which is
based in Dunfermline.

The care division manager is based at the Auchterarder office along with the care manager, senior staff and
administrative support staff who have responsibility for work scheduling.

Avenue Care Services work is mainly contracted from Fife, Dundee, Perth & Kinross and Edinburgh Councils. This
means that some service users may have services from Avenue Care, their local council or other providers. The
service had piloted a palliative care service in Dundee with the local authority, and this had been extended to
provide home care to other service user groups.

The care service also uses a Dunfermline office as a base for the Fife staff where the team manager and support
staff are based. In addition there is an office base in Edinburgh which supports staff and clients in that area.

The aim of the service is to 'recognise the right of individuals to lead independent lifestyles within their own
home, with the appropriate support services, where practicable'.

Due to the large geographical area and number of clients supported, the service has made an application to the
Care Inspectorate to split the service into three separate registrations. This is currently being progressed by the
Care Inspectorate. During this inspection we checked several concerns about the support received from this
service where people had raised these directly with the Care Inspectorate. These included; missed visits, visits at
the wrong time, inadequate or missing care plans and changes of staff, meaning they were not familiar with the
person's care needs. We found that these concerns accurately reflected the experience that these people had
and meant their care did not provide the positive outcomes they had the right to expect. Most of these concerns
had been identified by the service, through their own contact with the people concerned, and senior staff were
working to resolve the issues raised.

What people told us

During the inspection we spoke with people who used the service and also with relatives of people who used the
service. They were able to describe their experience of using the service in both the Fife and Edinburgh areas.
Some people were able to comment that the quality of the service they received had improved since the last
inspection, particularly in the Edinburgh areas, while other said that they continued to have some issues with
the service. They made comments such as:

"Actually the rota isn't worth much, the names almost always change, and often the times change too."

"I do get a weekly rota, and there are times when its OK but just as often there are changes, either in the staff
who turn up or the times they come."

"I don't always get told by the office when there is going to be a change in either my staff or the time they are
coming, they just turn up."

"Some of the staff are really good, they try their best."
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"I have noticed a definite improvement in the service since about the turn of the year, I generally see the same
staff, and the times are much better."

"I do seem to have difficulty in getting answers from the office when I phone, or at least they seem to find it
difficult to maintain any changes I've asked for."

"In general they're great, I've used the service for two years now."

"I've requested no male carers but this doesn't seem to be possible to manage."

"When I get a new member of staff they seem to come in with a more experienced member of staff which is
good."

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 2 - Weak
Quality of staffing 3 - Adequate
Quality of management and leadership 2 - Weak

Quality of care and support

Findings from the inspection

During the inspection we spoke with some people who used the service as well as some relatives and carers of
people who used the service, mainly across the Fife and Edinburgh areas. The service also provides support to
people living in Tayside. Some spoke positively about the quality of individual staff members and stated they
were caring, competent, and considerate to the needs of service users. People we spoke to who used the service
based in Edinburgh also told us that there had been an improvement in their service over the last few months
and that, for example, they now received their care from the same small group of staff. However although it had
improved this was not always the case across the whole service.

We looked at a sample of personal plans and found that some of those viewed appeared to have sufficient
information to guide staff to support service users appropriately. Although we saw there was some good
information in personal plans about the needs of service users this could be more detailed. For example we saw
reference to people who needed support with eating and drinking and their care plans would have benefited
from more detailed information on this. We could also see that work had been done to standardise paperwork
across the service.

We saw from files sampled that risk assessments were completed on a range of issues, including moving and
handling and environments. In some instances these were detailed but in general these should evidence more
detail in relation to risk management, and also link more closely to completed assessments. For example we saw
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one assessment of need completed by the service where someone who used the service had a chronic infection,
and this was not identified in the risk assessment or care plan, and it was not clear that staff would be aware of
the infection control procedures to take. In one case we were told of a situation where although a review was
held information from that review was not transferred to care plans and staff schedules. A requirement was
made about this as a result of a recent complaint and we have restated the requirement. (See requirement 1.)

It was clear from files we sampled during the inspection that people who used the service did not always have
reviews at appropriate intervals. Senior staff were able to confirm this but were also able to assure us that they
had a plan in place to make sure that all service users receive a review of their support within a short period. We
have previously made a requirement about this and have restated it to ensure that this is carried forward
according to the service's action plan. (See requirement 2.)

At previous inspections people had raised a significant number of concerns about missed or late visits. These
were mainly around the Fife part of the service though there had been some concerns raised from other areas.
Some people told us that they had tried to contact the service's out of hours staff but had been unable to inform
them that a visit had been missed. At this inspection we found that this appeared to have improved in some
areas of the service although it was still an issue in places. Service users and/or relatives commented that they
were not always notified of changes to the rota (either different staff or changed times) and some people said
this was a frequent occurrence. We will consider this issue in more detail under 'Quality of management and
leadership'.

Requirements

Number of requirements: 2

1. The provider must ensure that risk assessments are in place with control measures to reduce the risks to
people using the service.

This to include:
- Using information from assessments, families and staff to identify risks to people using the service.
- Agreeing and recording the measures that staff should take to reduce these risks.
- Providing information on who to contact if there are any difficulties in following the measures agreed from the
risk assessment.
- Reviewing risk assessments to ensure the measures are still appropriate and necessary.

This is in order to comply with:

The Social Care and Social Care and Social Work Improvement Scotland (Requirements for
Care Services) Regulations 2011, Scottish Statutory Instrument 210, Regulation 4(1)(a) a Regulation
regarding the welfare of service users.

Timescale: by 31 May 2018.

2. The service must ensure that all service users have a care plan which sets out how their needs will be met. In
order to achieve this, the service must:
- Ensure the plan is developed in full consultation with the service user and/or their relative/representative.
- Review and update the care plan in line with changes in the service user's needs.

This is in order to comply with:
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The Social Care and Social Work Improvement Scotland (Requirements for Care Services) Regulations
2011 (SSI 2011/210) Regulation 5 - Personal plans, in particular 5(1)(2)(a-c).

Timescale - by 31 May 2018.

Recommendations

Number of recommendations: 0

Grade: 2 - weak

Quality of staffing

Findings from the inspection

Key senior roles had been filled with knowledgeable, experienced staff, and there were early indications that they
will make a difference, and support staff who are already in post. Senior staff we spoke with showed a clear
desire to improve outcomes for people who used the service and they should be supported to use their skills to
make this happen.

Records evidenced that the frequency of supervision had improved in some areas, as had the quality of minutes
of supervision sessions, allowing staff to reflect on outcomes set at previous meetings. However not all staff
were sure of the intended frequency of supervision. We also saw an improvement in the frequency of team
meetings. Staff told us that they were supportive and useful, and that they felt confident any issues raised would
be dealt with appropriately. Staff also told us that they found the weekly memos they received to be a useful
method of passing on any changes to support for people they supported as well as other more general
information.

Staff we spoke with during the inspection told us that they felt they had had a good induction to the service and
that the training they received equipped them to appropriately support people who used the service. They
commented that they felt the training they received had been appropriate and of good quality, and also spoke
positively of the service's in-house trainer. We felt that additional training in some areas would be beneficial,
such as dementia awareness, catheter care, and positive outcomes in relation to personal care. We signposted
staff to potential additional sources of information which may be helpful.

Requirements

Number of requirements: 0

Recommendations

Number of recommendations: 0

Grade: 3 - adequate

Quality of management and leadership
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Findings from the inspection

As commented on in 'Quality of staffing', key senior staff had been appointed since the last inspection, and they
appeared to have a clear vision of actions required to improve the service. The service was in the early stages of
improvement but this was reassuring.

An action plan had been put in place to ensure processes such as reviews and care planning were brought up to
date, and we will monitor this at future inspections. Care staff we spoke with during the inspection appeared to
be more confident that any issues raised would be dealt with resulting in more positive outcomes for people who
use the service.

A more robust quality assurance process had been put in place, and we are more confident that this will result in
clear actions for staff, and improved monitoring of actions identified. Once the service had introduced real-time
monitoring in all areas this system will also be able to monitor and audit missed or late visits. We discussed
potential development of the system with staff responsible, and were confident that small changes would be
made to give a more representative sample of quality across the service. We made a requirement about quality
assurance systems at previous inspections and this is now met although it will remain an area for improvement
and continue to be monitored at future inspections.

We received comments from both staff and people who used the service that there appeared to be
improvements in communication with and from some office based staff. However other staff also commented
that there still were occasions where information was not passed on to allow them to support people who used
the service appropriately. We also heard from some people who used the service that they had frequent changes
of staff, or times of care, without being consulted. We were concerned at the level of contact made with on-call
staff which would appear to result in excessive additional working hours, which we did not feel was sustainable
over a longer period. Senior staff confirmed that they had identified the need for additional posts but that this
had not yet been agreed.

Due to a delay in the implementation of real-time monitoring in the Fife area there was still no formal system of
monitoring missed or late visits. This was due to be implemented shortly after the inspection concluded but we
were concerned at the delay. This remains an issue for people who use the service in some areas as there
continues to be complaints made to the Care Inspectorate in relation to missed or late visits. A requirement was
made about this as a result of a previous upheld complaint and we have restated this. (See requirement 1.)

Requirements

Number of requirements: 1

1. The provider must demonstrate they have an effective communication system in place to inform them if care
at home workers do not attend service users' visits as planned.

In order to do this, the provider must:
- Ensure they have a communication system developed and implemented to notify senior staff when care at
home workers do not attend a visit to a service user at the scheduled time.
- Ensure the communication system is not reliant on service users or their representatives making the provider
aware of any non-visits.
- Ensure that communication systems put in place are audited to monitor compliance.

This is in order to comply with:
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The Social Care and Social Work Improvement Scotland (Requirements for Care Services) Requirement
SSI/2011/210 Regulation 4 (i)(a) - for the provider to make proper provision for the health, welfare and
safety of service users

Timescale: by 31 May 2018.

Recommendations

Number of recommendations: 0

Grade: 2 - weak

Previous requirements

Requirement 1

The provider should ensure that the service has robust quality assurance processes, and that audits and checks
are completed within stated timescales and clearly evidence how any issues identified are to be addressed by
whom, and by when. These should be signed by an appropriate person to evidence that they have been
completed and issues are addressed.

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

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

Timescale: to be put in place by 25 September 2017.

This requirement was made on 24 July 2017.

Action taken on previous requirement
This is discussed in 'Quality of management and leadership', and although met, remains an area for
improvement.

Met - outwith timescales

Requirement 2

The provider must ensure that risk assessments are in place with control measures to reduce the risks to people
using the service.

What the service has done to meet any requirements we made at
or since the last inspection
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This to include:
- Using information from assessments, families and staff to identify risks to people using the service.
- Agreeing and recording the measures that staff should take to reduce these risks.
- Providing information on who to contact if there are any difficulties in following the measures agreed from the
risk assessment.
- Reviewing risk assessments to ensure the measures are still appropriate and necessary.

This is in order to comply with:
The Social Care and Social Care and Social Work Improvement Scotland (Requirements for Care
Services) Regulations 2011, Scottish Statutory Instrument 210, Regulation 4(1)(a) a Regulation
regarding the welfare of service users.

This requirement was made on 3 November 2017.

Action taken on previous requirement
This is discussed in more detail in 'Quality of care and support', and remains in place.

Not met

Requirement 3

The service must ensure that all service users have a care plan which sets out how their needs will be met. In
order to achieve this, the service must:

- Ensure the plan is developed in full consultation with the service user and/or their relative/representative.
- Review and update the care plan in line with changes in the service user's needs.

This is in order to comply with:
The Social Care and Social Work Improvement Scotland (Requirements for Care Services) Regulations
2011 (SSI 2011/210) Regulation 5 - Personal plans, in particular 5(1)(2)(a-c).

This requirement was made on 3 November 2017.

Action taken on previous requirement
This is discussed in more detail in 'Quality of care and support'.

Not met

Requirement 4

The provider must demonstrate they have an effective communication system in place to inform them if care at
home workers do not attend service users' visits as planned. In order to do this, the provider must:

- Ensure they have a communication system developed and implemented to notify senior staff when care at
home workers do not attend a visit to a service user at the scheduled time.
- Ensure the communication system is not reliant on service users or their representatives making the provider
aware of any non-visits.
- Ensure that communication systems put in place are audited to monitor compliance.
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This is in order to comply with The Social Care and Social Work Improvement Scotland (Requirements
for Care Services) Requirement SSI/2011/210 Regulation 4 (i)(a) - for the provider to make proper
provision for the health, welfare and safety of service users

This requirement was made on 26 January 2018.

Action taken on previous requirement
This is discussed in more detail in 'Quality of management and leadership.'

Not met

Previous recommendations

Recommendation 1

It is recommended that the service ensures that systems are in place to allow the skills, values, and
competencies of staff to be monitored and developed.

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

This recommendation was made on 10 January 2017.

Action taken on previous recommendation
Regular staff observations and supervisions have improved and support the assessment of staff skills and
knowledge. This information should feed into the Quality Assurance process however this process has not yet
fully developed to evidence this. This recommendation is therefore met however we will monitor this in future
inspections.

Recommendation 2

People using the service, and their relatives/carers, should expect care and support to be delivered in line with
their needs, choices and preferences, as far as is reasonably practicable. If changes to staffing have to be made,
individual preferences should be used to inform these changes.

National Care Standards Care at Home - Standard 4.6: Management and Staffing

This recommendation was made on 25 October 2017.

Action taken on previous recommendation
We were aware that in some instances there were issues in relation to the provision of personal care by male
carers which service users had specifically requested not to happen. We saw that in some instances male carers
were provided by the service and where this is unavoidable the service should evidence discussions with all
relevant parties such as families, social work, etc. This remains in place.

What the service has done to meet any recommendations we
made at or since the last inspection
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Recommendation 3

The provider should ensure that service users' preferences with regard to their care needs is assessed prior to
the service commencing. This should be recorded on their personal plan setting out how they will be met and
reviewed on a regular basis.

National Care Standards Care at Home - Standard 3: Your Personal Plan

This recommendation was made on 16 November 2017.

Action taken on previous recommendation
Although we could see improvements in part of the service this is not the case across all areas. The service had
an action plan in place and we will review this at the next inspection. This recommendation is not yet met.

Complaints

Please see Care Inspectorate website (www.careinspectorate.com) for details of complaints about the service
which have been upheld.

Enforcement

No enforcement action has been taken against this care service since the last inspection.

Inspection and grading history

Date Type Gradings

8 Dec 2017 Unannounced Care and support Not assessed
Environment Not assessed
Staffing Not assessed
Management and leadership Not assessed

9 Jan 2018 Re-grade Care and support 2 - Weak
Environment Not assessed
Staffing Not assessed
Management and leadership Not assessed

22 Jun 2017 Unannounced Care and support 3 - Adequate
Environment Not assessed

Inspection report

Inspection report for Avenue Care Services Ltd
page 10 of 12



Date Type Gradings

Staffing 2 - Weak
Management and leadership 2 - Weak

16 Mar 2017 Unannounced Care and support Not assessed
Environment Not assessed
Staffing Not assessed
Management and leadership Not assessed

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

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

29 Jun 2015 Unannounced Care and support 5 - Very good
Environment Not assessed
Staffing 5 - Very good
Management and leadership 5 - Very good

17 Jul 2014 Unannounced Care and support 5 - Very good
Environment Not assessed
Staffing 4 - Good
Management and leadership 4 - Good

18 Jul 2013 Announced (short
notice)

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

21 Jun 2012 Unannounced Care and support 3 - Adequate
Environment Not assessed
Staffing 3 - Adequate
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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