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About the service

The service has been registered since 2004.

Penumbra Supported Living Service, Borders is a housing support service provided across the Scottish Borders
with the office base in Galashiels. The service is provided to support people with mental health problems, and
those who are homeless, or facing homelessness. The service operates Monday to Friday between 09:00 and
17:00, with occasional support being offered outwith these times to meet the needs of the people who use this
service.

The care provider is Penumbra Ltd whose office base is in Edinburgh. The local branch has registered charity
status and is funded by Scottish Borders Council. The aim of the service is to provide a flexible and responsive
support to people experiencing difficulties, through assisting them in sustaining their home occupancy.
Penumbra provides an extensive range of person-centred and recovery focused services to the individuals that
they support.

What people told us

We spoke with people and evaluated feedback on the service's questionnaires. People were complimentary of
the support they received and the very positive impact this had made on their lives. Comments included;

"I get a good blether with her she is great! Helps me makes mince and tatties as I can't cook".
"I was able to get out and about, go shopping and this helped with my confidence".
"Good communication - staff helped me gain confidence and deal with everyday living".
"The best bit was getting moved into my new home and starting afresh with my daughter. I have built on life
skills such as budgeting".
"I have achieved cooking skills, confidence, time keeping and motivation".
"My support was very helpful and it has gave me more confidence for in the future and within myself"
"I have been using the service since April and the aim was to find somewhere permanent to live. They helped me
with bid on houses and I have now been offered a house in Galashiels which is where I want to be - I am
delighted!. They are now going to help me get settled in, get furniture and anything else. I have been very happy
with the support so far - a big thumbs up to Penumbra!"
"Everything happened really quick since Penumbra have been on board".
"They helped me open a bank account and reinstate benefits".
"I am now feeling a lot better within myself".
"I wouldn't be here if it wasn't for them. I didn't have a clue how to bid for houses but they did it all for me. They
sorted everything - moving, benefits, changing address, getting new carpets and furniture. I couldn't get to the
shops so they took photos of furniture to show me to allow me to choose myself. Since moving they have helped
me get other benefits I was entitled to including a cold weather payment. I am really happy and feel safe here.
Some things come in which worry me as I don't understand them, but they reassure me and are always there.
They have referred me to an OT for my bathroom too. They have been absolutely brilliant!"

Self assessment

We are not requesting self-assessments from providers for this inspection year. Issues relating to quality
assurance, acting on feedback from people using the service and the quality of the service's improvement plan
are considered throughout the inspection.
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From 1 April 2018 the new "Health and Social Care Standards have replaced the existing Care Standards. These
Standards seek to provide better outcomes for people who experience care and services should now be
familiarising themselves with these. Services must now take account of the new standards, and work with staff
and the people they support to implement these effectively.

From this inspection we graded this service as:

Quality of care and support 6 - Excellent
Quality of staffing 5 - Very Good
Quality of management and leadership 5 - Very Good

What the service does well

The service continued to demonstrate a real commitment to providing a high quality of support which promoted
excellent outcomes for people.

The I.ROC (Individual Recovery Outcomes Counter) is a self-assessment completed by people against 12 well-
being indicators, to measure recovery using the Home, Opportunity, People and Empowerment (HOPE)
toolkit. This was uniquely adaptable to the person, depending on the outcomes they wished to achieve which we
considered positively promoted recovery.

There were many excellent examples of the achievements people had made and how outcomes had improved
for them. We considered this was strongly influenced by staff's enabling attitude and how they really believed in
people's potential and valued them as having their own strengths, experiences, and wishes.

Reviews of individual I.ROCs demonstrated and validated the real recovery people had achieved from the support,
for example in their mental health, life skills, physical health, self-management and hope for the future. From
speaking with individual people supported and evaluating support plans and reviews, we were able to see some
specific examples of how the support had positively impacted their lives and improved outcomes.

One service user gained confidence from their support to start attending a local outdoor group, which led to
them becoming a volunteer and using their experience and knowledge to help other young people with mental
health issues. Another person told us how they had recently been supported to secure their own tenancy which
had improved outcomes for them in both their mental and physical health. The cookery group had also been an
innovative way to bring people's one to one support time together to further promote their recovery in a group,
whilst reducing social isolation, learning new skills and promoting independence and confidence.

Staff were supported well within their roles and spoke positively of the support and training they received to
enable them to do their jobs confidently and competently. Staff showed a real commitment, motivation and
dedication to supporting people to achieve their potential and ensure the very best outcomes. It was evident that
they worked well as a team and utilised each others skills and knowledge.

People were complimentary of the support they received from their recovery worker and the achievements they
had made. Comments included;

"I wouldn't be here if it wasn't for Penumbra - I feel better about myself. They are absolutely top quality - 10 out
of 10!"
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"My regular worker is brilliant. Usually I see them once a week but she often comes to see how things are
going".
"My worker is very good she has been a tower of strength for me. A good listener and teaches me things about
myself and other people".
"I just couldn't have asked for better - knowing you are important. I have achieved confidence and going out and
mixing with people."
"I was able to talk about my problems and be really understood".

There was a real culture of continuous improvement, supported by robust quality assurance systems and
processes to continually evaluate the quality of all areas of the service provided.

It was positive that the new Health and Social Care Standards had influenced policies and procedures within the
service, such as recovery and risk.

What the service could do better

The service should ensure that the training matrix is kept up to date and continue to identify and plan for
training needed.

The service are rolling out a new staff supervision format and procedure. They should ensure that this captures
feedback from other partners and demonstrates staff reflection on their practice.

We have repeated a recommendation made at the last inspection in relation to the whistleblowing policy.
(Recommendation 1)

Requirements
Number of requirements: 0

Recommendations
Number of recommendations: 1

1. The service should ensure that the whistleblowing policy states that staff can contact the Care Inspectorate at
any time and provides the contact details.
This is to ensure care and support is consistent with the Health and Social Care Standards which state that "I use
a service and organisation that are well led and managed". (HSCS 4.23)

Complaints

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

Date Type Gradings

9 Sep 2015 Announced (short
notice)

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

2 Sep 2013 Unannounced Care and support 5 - Very good
Environment Not assessed
Staffing 6 - Excellent
Management and leadership 6 - Excellent

30 Sep 2011 Unannounced Care and support 5 - Very good
Environment Not assessed
Staffing 6 - Excellent
Management and leadership Not assessed

4 Sep 2009 Announced Care and support 5 - Very good
Environment Not assessed
Staffing 5 - Very good
Management and leadership 6 - Excellent

19 Sep 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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