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About the service

"with YOU" Lothian Service is registered to provide a combined housing support and care at home service to
adults living in their own homes. The service is provided by "with You" (formally known as Places for People)
Scotland Care and Support Ltd, a voluntary organisation which operates a number of projects throughout
Scotland. Because the same staff team provide both services in a combined way we inspect them as one service.
Staff provided a care and support service to people in their own homes in different parts of East and Mid Lothian
from office bases in Tranent, East Lothian and Dalkeith in Midlothian. At the time of the inspection 111 people
were receiving support. Since the last inspection services provided in East Lothian and Midlothian had merged to
form one registration for the "Lothians".

The aims of the service were to :
Enable people to live their lives within their own homes as individuals.
Ensure the rights, dignity and privacy of each service user is respected.

On 1 April 2018 new Health and Social care Standards (HSCS) were introduced. These seek to support better
outcomes for everyone who uses services. These standards are written from a human rights perspective and are
underpinned by the principles of dignity & respect, compassion, being included, responsive care and support and
wellbeing. The (HSCS) replace the National Care Standards. Because of this we have revised all the previous
recommendations made to reflect the new Health and Social care Standards.

What people told us

We met 18 people supported, one relative and spoke with a further three people supported by phone. Whilst the
overall feedback was very positive about the support, the majority of people we spoke with felt that staff
shortages had a direct impact on the consistency for them. People said that sometimes the times of support had
been changed with no consultations, that they did not always know who would be providing support and that
they had not a review of their support in the last year.

However feedback was variable with some people able to tell us what a positive impact support had on their
lives. Some people were very happy with support to go on holiday, move home, reach personal goals and learn
new skills. It was clear that the quality of support varied and this was reflected in the lack of evidence of
achieving personal outcomes for some people. In saying this, a number of people we met had been supported
previously by different organisations. For them it was too soon to show how their outcomes would be met by
"with YOU". Added to this there had been staff shortages which had led to agency staff being used. At the point
of inspection we could see that rotas and consistency were improving but people told us this had not been the
case over the last few months.

Self assessment

We are not asking services to provide a self-assessment this year while we review how we inspect in the future.
Instead, we will ask services for their improvement or development plan and discuss any changes they have
made since the last inspection or intend to make.

From this inspection we graded this service as:

Quality of care and support 3 - Adequate

Inspection report

Inspection report for with YOU Lothian Service
page 2 of 7



Quality of staffing not assessed
Quality of management and leadership 4 - Good

What the service does well

Because feedback was variable for the people supported and we were unable to evidence reviews, outcomes, up
to date plans and some risk assessments, we have graded care and support as adequate. In saying this we have
also taken account of the positive changes the support has made in some people's lives. We saw that some
people have become more confident since we last met them, and this was due to the way in which they had
been successfully supported to achieve their goals. We found that staff we spoke with were genuinely supportive
and caring in their roles.

We saw that for new staff there had been the opportunity to "shadow" more experienced staff. This enabled
more consistency when supporting people. We saw that newer staff had clearly built up positive relationships
very quickly for the people they supported. This was a positive foundation for improvement.

We could see that"with YOU" had a comprehensive range of policies and procedures in place to support staff
practice. Staff had the opportunity to meet with their line manager to discuss any issues. We saw that time had
been spent with staff who had transferred from other providers to "with YOU". This supported consistency in
practice and was a foundation to ensure everyone was working to the same standards and expectations.

The organisation has an internal quality assurance system. This is used to monitor the performance of each
service. It is carried out on an annual basis and an action plan is completed. We also saw that audits were
carried out in the service to ensure that practice reflected the policies and expectations of "with YOU".

A quarterly management report was forwarded to the board of directors. This included audits of supervision and
training and whether specific targets had been achieved as expected. This in turn will link to an improvement
action plan and strategic objectives.

A Strategy event will be held every year, the first being in June 2018. This allows members of the board, people
supported, staff and managers to get together and discuss the future direction of the service. This is facilitated
externally. The outcomes of this will link into the organisational strategic objectives. This gives everyone the
opportunity to be part of organisational goals and objectives.

"with YOU" are looking at ways to further involve people in giving feedback. Over the next year each service will
send out quality surveys and collate the responses. This will lead to an individual service action plan. We would
hope to see individual service improvement plans being used at the inspection as an outcome of consultation
and development.

What the service could do better

We found that the achievement of personal outcomes were variable. We met some people who would like to
achieve specific goals which had been identified initially through the ECCO system. However from triangulating
evidence we saw that the goals had either not been progressed or reviewed. We felt that for some people the
support was "task" orientated rather than enabling. This was discussed with the manager, who agreed reviews of
support were needed for some people to look at what was provided and if this fitted into the ethos and values of
"with YOU".

Inspection report

Inspection report for with YOU Lothian Service
page 3 of 7



We saw that "with YOU" had taken over two other support services since the last inspection. At the point of
inspection there was a lack of consistent information available for some of the people supported. We also saw
that times of support varied for some people. We could however see that over the last two weeks the rotas were
more consistent. We saw that recent staff recruitment meant that some of the vacant posts would be filled and
this in turn would lead to less agency staff being used. This would be a positive step forward.

We saw that day to day records were very detailed on the I.T system. However there were often gaps in being
able to cross reference information on the system to the direct support. This included confirmation that support
had happened, reviews of support, personal planning and risk assessment. We were concerned that information
we looked at was not consistent with the assessment of needs and/or personal outcomes.

Thought should also be given as to how agency workers can access the system. No paper copies of personal
plans were available and they were unable to directly record the support given into the system.

At the previous inspection we highlighted that the majority of training was done remotely through e leaning.
Whilst e learning was a positive part of training it did not enable discussion or reflection of practice in a group
setting. As "with YOU" are in a transitional process and looking at all systems and processes we have carried the
previous recommendation made forward. (See recommendation 1).

Whilst we saw a comprehensive audit system, we could not find audits of medication by the senior support
workers or previous manager. We saw that records of medication had been signed as checked but the previous
system in place did not seem to be in use. This should be re-introduced in the service to ensure consistency of
practice. We will follow this up at the next inspection.

Since the last inspection there has been two managers who have left, the current manager is also head of
operations. They are overseeing the service until a permanent manager is in post. We discussed the
improvements highlighted with the manager. They were aware of the issues we found and there is a planned
organisational approach for improvement. For this reason we have not made any further recommendations or
requirements at this time.

Requirements
Number of requirements: 0

Recommendations
Number of recommendations: 1

1. A training plan should be written which accurately reflects the needs of the people supported and all staff
should receive appropriate training to reflect the plan. All staff should receive training in mental health as a
priority.
This ensures care and support is consistent with the Health and Social Care Standards which state "my care and
support meets my needs and is right for me" (HSCS 1.19) and "I have confidence in people because they are
trained, competent and skilled and able to reflect on their practice and follow their professional and
organisational codes" (HSCS 3.14).
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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

22 May 2017 Announced (short
notice)

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

30 May 2016 Announced (short
notice)

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

28 Apr 2015 Unannounced Care and support 6 - Excellent
Environment Not assessed
Staffing 6 - Excellent
Management and leadership 5 - Very good

5 May 2014 Announced (short
notice)

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

1 May 2013 Announced (short
notice)

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

2 May 2012 Announced (short
notice)

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

22 Nov 2010 Announced Care and support 6 - Excellent

Inspection report

Inspection report for with YOU Lothian Service
page 5 of 7



Date Type Gradings

Environment Not assessed
Staffing Not assessed
Management and leadership Not assessed

18 Feb 2010 Announced Care and support 5 - Very good
Environment Not assessed
Staffing 5 - Very good
Management and leadership Not assessed

7 Nov 2008 Announced Care and support 6 - Excellent
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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