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About the service

Cairllum Care Limited is registered to provide a care at home support service to adults with physical or learning
difficulties and older people living in their own homes or community. The service registered with the Care
Inspectorate on 4 January 2012.

The service operates from office space in Ayr where the management team are based during office hours,
Monday to Friday. The office facility is where staff attend for training and meetings, it is also used for a variety of
activities and events and a 'drop in' facility for people supported.

The staff provide support tailored to meet individual need individually or in small teams in Ayr, Kilmarnock and
the surrounding areas. Packages of support hours vary from 2 hours per week to 24 hours per day being
delivered to people living at home.

The service principle aim is to provide a person-centred care at home service through building good relationships
and creating a positive working atmosphere that will support service users to maximise their potential.

What people told us

During our inspection, we spoke to five people supported when we visited them at home and spoke to two
relatives who were carers. We also gathered views from care standards questionnaires from six people
supported.

Examples of comments received were:

"There have been some changes in the company recently, however the quality of care remains the same."

"(name) is an excellent carer she always looks after my dad very well, giving my mum piece of mind"

"The staff are very nice, I always know who is coming to see me, they are always on time, the staff are all very
nice, very caring"

"The girls are just like family, 'they are my angels, the girls are angels, sent just for me"

"They are excellent, staff understand my wife's needs, they are very hands on"

"Staff are very aware of any issues, very involved with (name) as a person, staff are competent"

"If my wife was not living at home with the support of the carers she wouldn't be here"

"It's a company that cares, quality of care is 10/10".

People told us about the relationships they had developed with carers and about having a lot of trust and
confidence in the staff and the managers of the service. Individuals supported and their family carers expressed
very clearly the significant positive impact of the service and the difference this makes to their lives.
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Self assessment

The service had not been asked to complete a self assessment in advance of the inspection. We looked at the
quality assurance systems and how they were monitoring the quality of the provision of the service.

From this inspection we graded this service as:

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

What the service does well

The service has grown in size since the previous inspection, however this does not appear to have affected the
quality of support. It was evident that support continued to be tailored to each person irrespective of the
duration of the support time. During the inspection we spoke with people supported, their family carers, staff
and managers and gathered evidence from a range of documentation. We found the service to be delivering an
excellent quality of care. The managers knew each person and focussed on matching the staff to the individual
so they received tailored and personalised care.

Each person had a person centred support plan in place and there was evidence of regular reviews involving the
individual and their family carer(s). We saw examples of much personalised, patient and enabling care. One
person told us how the staff supported her with some specific aspects of showering and dressing but not all. She
explained how staff never rushed her, encouraging her to choose her clothes and perfume. People had
confidence that the service was caring and responsive to their needs.

Staff's role included promoting and administration of medication, arranging prescriptions and reviews and
working with medical professionals such as community nurses and occupational therapists. We could see that a
medication policy was in place, staff received training and line managers carried out observations of practice.
Regular audits were taking place meaning that people could be confident staff had the skills and knowledge to
contribute to them keeping them safe and well.

We observed interactions between staff and managers and people supported that were warm, genuine and
respectful and demonstrated how well they knew each other. People told us they were very well cared for, they
looked forward to staff coming and always knew who would be visiting. People were experiencing consistency
and continuity from professional and caring staff.

People supported and family carers spoke very highly of the managers and staff and talked about the
personalised way in which they worked with their loved one. A relative spoke about the inclusion of other
professionals to reduce the impact of a staff change and working tirelessly to match staff to meet their needs.
They told us "staff were brilliant, take their time and listen to him. They look after him in the way we want him
to be looked after. Their approach is right, they all treat him like an individual. They have lots of fun, I know he is
happy and that gives me the confidence to go out". Relatives felt that the company genuinely cared and picked
up on issues quickly, they gave examples of being listened to when raising a matter and how these were
resolved without any delay. We could see evidence recorded in meeting notes, supervisions and team meetings
of discussions around changing needs, individual and team practices and the actions agreed.
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Another relative described how staff were a significant part of their daily life, how they eat together and go out
together and said they were "like a family". People supported and their relatives experienced great trust and
confidence in the staff and managers which resulted in far reaching benefits for the individuals and their families
overall quality of life.

Staff received regular support and training relevant to the needs of the individual staff member and the
person(s) they supported. Careful consideration was given to selection of staff who are inducted, trained and very
well supported in their role. Systems are in place for supervision, team meetings, observation of practice and for
staff to progress towards achieving SVQ qualifications. Staff morale in the service was high, all staff said they felt
safe at work and very supported. One person said "the organisation is great as an employer, we can phone at
any time and ask anything, there is nothing I would change, it all works really well for me". Another staff
member told us "The managers are there for you, they try their best and they listen to us. They know the person
so they are not talking about a stranger".

We could see that staff were happy with the leadership in the organisation, they felt valued and trusted by the
managers which was reflected in the quality of care delivered. Since the last inspection the service has continued
to invest in the training coordinators role and work together as a team fundraising to pay for a variety of
individual and group outings throughout the year for people supported and staff.

What the service could do better

The manager should ensure that staff are appropriately registered to maintain existing confidence in the
service keeping people safe.

While personal plans were in place we suggested these could include additional information about the person
and be more outcomes focussed to reflect the positive impact of the service. Reviews could more effectively
capture progress and set future goals. It would be good to see risk assessments reflect control measures agreed
with the individual and/or their family carer.

The manager should work with the management team to develop auditing skills and to maximise the
effectiveness of the current systems and practices.

While stakeholders were included and asked for their views in different ways this could have been more regular
and consistent in line with their participation policy. The service could demonstrate how the views gathered from
stakeholders influence change and service improvement and the impact upon people supported.

We recommended that the service applies good practice and carries out regular Disclosure Scotland updates for
employees.

Requirements
Number of requirements: 0

Recommendations
Number of recommendations: 0
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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

3 May 2017 Announced (short
notice)

Care and support 6 - Excellent
Environment Not assessed
Staffing 5 - Very good
Management and leadership 5 - Very good

29 Apr 2016 Unannounced Care and support 5 - Very good
Environment Not assessed
Staffing 5 - Very good
Management and leadership Not assessed

6 May 2015 Unannounced Care and support 4 - Good
Environment Not assessed
Staffing 5 - Very good
Management and leadership 5 - Very good

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

19 Dec 2012 Unannounced Care and support 5 - Very good
Environment Not assessed
Staffing 4 - 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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