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About the service

This service was registered with the Care Inspectorate in 2011.

Glenisla is a two storey building set within its own grounds in the small rural town of Keith. The home is part of
the Parklands Group, and is registered to provide residential and nursing care for a maximum of 42 older people.
There were 42 single bedrooms of which 20 had an ensuite toilet and some of these bedrooms had an ensuite
bath or shower. There were 39 people living in the home at the time of the inspection visit.

Glenisla aims to 'avoid rules and allow people to continue to live with their right to dignity and privacy intact'. As
a care team they promise to continually work towards providing a welcoming and warm atmosphere, where
residents can, as far as possible, live their chosen
way.

What people told us

As part of the inspection process we gathered people's views in a variety of ways. People who used the service
were invited to take part in the inspection by filling in care standards questionnaires, talking with the inspector,
or the inspection volunteer.

For this inspection, we spoke with people who were using the service. We also spoke with four relatives, carers
or friends of people using the service. We received 18 completed care standard questionnaires back from people
who used the service and 19 from relatives/carers. Overall, people told us they were either very happy or
happy with the quality of care they or their relative received. Some of the comments in the questionnaires were
as follows:-

'Any time I visit, I am confident that my relative is being well looked after by competent staff'
'Wouldn't consider for one minute putting my relative elsewhere'
'I have no complaints and I am happy living at Glenisla'
'I am more than happy with the care my relative receives at Glenisla. He has an excellent rapport with staff'.

Other comments from people who use the service and their relatives/carers have been included in the body of
this report.

Self assessment

We are not requesting providers (except childminders) to complete a self assessment during 2018/19. We
discussed the service's systems for monitoring and how they planned for improvements.

From this inspection we graded this service as:

Quality of care and support 5 - Very Good
Quality of environment not assessed
Quality of staffing not assessed
Quality of management and leadership 5 - Very Good
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What the service does well

We carried out several observations in the home and we noted that people who used the service appeared well
looked after. Staff appeared to know people's needs and supported them in a kind and caring manner.

People who lived with dementia were supported by staff with understanding and patience.

People who used the service had a care plan in place and we could see that they, or their relative/carer, had
been involved in developing this. The inspection volunteer spoke with four relatives who all confirmed that they,
or another member of their family, had been fully involved in developing their relative's care plan.

There was some good information about people's likes and preferences in care plans. The service was in the
process of implementing a new electronic care planning system, however, this was just in the initial stages at
the time of the inspection.

There was evidence to support that people were offered a regular review of their care plan. Where issues were
raised during this process, actions were taken to ensure that people's needs continued to be met and that the
level of care provided was right for them.

We could see that the service was responsive to people's changing needs and that advice and guidance was
sought from other health professionals, where necessary.

Meal times were a sociable experience and there was a lot of cheerful 'banter' between staff and people who
used the service. The dining room contained both tables and chairs for small groups of people and an area that
was more like a lounge, with easy chairs and individual tables. People could choose where they wanted to sit.
People who required support and encouragement to eat were given this and we did not see anyone being
rushed. After tea the staff encouraged people to join them through in the other lounge for a cup of tea.

The activity provision in the home had improved since our last visit. People were being encouraged to use the
outside areas of the home. The garden areas had improved since the last inspection and were well maintained
and safe for people to make use of. People we spoke with told us that they could go out on trips and that there
was a varied programme of activities available for them to take part in. One relative told the inspection
volunteer that their family member was looking forward to a trip out on the train to Dufftown in the next few
days. There was an activities co-ordinator working in the home. At the time of the inspection the activities co-
ordinator was trialling working some evening and weekend hours. The manager told us that they found this was
working well. Our observations confirmed this and we found a nice, calm, relaxed atmosphere in the lounge
where people were taking part in a reminiscence group and some one to one conversations.

We could see that the manager had worked hard since the last inspection. Staff appeared to be happy at work
and very motivated. Responses in the staff questionnaires also confirmed this. Feedback from people who used
the service and their relatives/carers was very positive about the manager and staff team. People told us:

'We are very reassured by the staff and manager'
'Consistent good care here'
'We find the nurses very helpful'.

The manager had recently held some interviews for new staff and had asked for some input from the people
who used the service. This was received very positively and some of the people we interviewed told us how they
had been involved and how much they had enjoyed it.
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There was a commitment from the whole staff team to provide good quality care and to continue to make
further improvements to the service. There were opportunites for staff to attend meetings and also to meet with
a senior member of the team for one to one supervision. These meetings enabled staff to share information,
exchange ideas and develop their own practice.

What the service could do better

Generally we found the care plans for people to be person centred and an accurate reflection of people's needs.
However, staff need to ensure that they consistently follow the guidance set out in each person's care plan. For
example, where someone's care plan identifies that they need specific cutlery, or equipment to enable them to
eat independently, this should always be available to them. This was noted through an observation and the
service took action immediately this was highlighted to them.

The service needs to progress with implementing the new electronic care planning system as, at present, they
are working between two systems.

We looked at the medication system and although generally we found this to be satisfactory, there were some
areas where further improvements could be made. The issues that we found did not directly impact on
outcomes for people who used the service but were more about staff practice. We have made a
recommendation in this report to support the service to make the necessary improvements. (See
recommendation 1)

We noted progress in the system of staff training and development. However, some staff still required to have
training in palliative care and tissue viability. The provider was in the process of moving to a new system of
training and this would meet this identified training need. To ensure that people who use the service receive care
from staff who are trained, competent and skilled this recommendation will remain in place in this report. (See
recommendation 2)

The service was making good progress in relation to how they monitor they quality of the service they provide.
At feedback we discussed how the service could move forward in this area. We talked about developing audits to
look more into people's experiences. For example, in relation to meal time experience audit, not just to look at
whether tables were set, cleanliness, good lighting etc., but to look at the social experience, how people enjoyed
the meal time, how people with visual impairment, mobility/dexterity issues are supported and the quality of
textured diets etc. The manager and provider were keen to take this forward and progress will be monitored on
this at the next inspection. (See recommendation 3)

Requirements
Number of requirements: 0

Recommendations
Number of recommendations: 3

1. The provider should make the following improvements to the way they record people's medication:-

a) Ensure that there is a regular audit carried out of the controlled drugs kept in the home.
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b) Ensure that staff recording in the controlled drug book is legible and in line with the service policy.
c) Ensure that the recording around 'as required' pain relief medication is of a satisfactory standard.

This is to ensure people's care and support is consistent with the Health and Social Care Standards which state
that; 'I have confidence in people because they are trained, competent and skilled, are able to reflect on their
practice and follow their professional and organisational codes' (HSCS 3.14) and 'I experience high quality care
and support based on relevant evidence, guidance and best practice' (HSCS 4.11).

2. The provider should continue to provide training in palliative care and tissue viability for those staff who
require this.

This is to ensure people's care and support is consistent with the Health and Social Care Standards which state
that; 'I have confidence in people because they are trained, competent and skilled, are able to reflect on their
practice and follow their professional and organisational codes' (HSCS 3.14) and 'I experience high quality care
and support based on relevant evidence, guidance and best practice' (HSCS 4.11).

3. To support continuous improvement the provider should ensure that the service look at moving on from visual
check list type audits and look more at other aspects of people's experiences.

This is to ensure people's care and support is consistent with the Health and Social Care Standards which state
that; 'I benefit from a culture of continuous improvement, with the organisation having robust and transparent
quality assurance processes' (HSCS 4.19).

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

12 Apr 2017 Unannounced Care and support 4 - Good
Environment 4 - Good
Staffing 4 - Good
Management and leadership 4 - Good

15 Dec 2016 Unannounced Care and support Not assessed
Environment Not assessed
Staffing Not assessed
Management and leadership Not assessed
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Date Type Gradings

6 Feb 2017 Re-grade Care and support 3 - Adequate
Environment Not assessed
Staffing 3 - Adequate
Management and leadership Not assessed

27 Jan 2017 Re-grade Care and support Not assessed
Environment Not assessed
Staffing 3 - Adequate
Management and leadership Not assessed

10 Aug 2016 Unannounced Care and support 2 - Weak
Environment 3 - Adequate
Staffing 2 - Weak
Management and leadership 3 - Adequate

30 Nov 2015 Unannounced Care and support 3 - Adequate
Environment 3 - Adequate
Staffing 3 - Adequate
Management and leadership 3 - Adequate

9 Jan 2015 Unannounced Care and support 3 - Adequate
Environment 3 - Adequate
Staffing 3 - Adequate
Management and leadership 3 - Adequate

15 Oct 2014 Unannounced Care and support 2 - Weak
Environment 2 - Weak
Staffing 2 - Weak
Management and leadership 2 - Weak

28 Jan 2014 Unannounced Care and support 4 - Good
Environment 4 - Good
Staffing 4 - Good
Management and leadership 4 - Good

14 Jan 2013 Unannounced Care and support 5 - Very good
Environment 5 - Very good
Staffing 5 - Very good
Management and leadership 5 - Very good
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Date Type Gradings

17 Jan 2011 Unannounced Care and support 5 - Very good
Environment Not assessed
Staffing Not assessed
Management and leadership Not assessed

28 Jul 2010 Announced Care and support 5 - Very good
Environment 5 - Very good
Staffing Not assessed
Management and leadership Not assessed

1 Feb 2010 Unannounced Care and support 5 - Very good
Environment Not assessed
Staffing 5 - Very good
Management and leadership Not assessed

15 Jul 2009 Announced Care and support 5 - Very good
Environment 4 - Good
Staffing 5 - Very good
Management and leadership 5 - Very good

30 Mar 2009 Unannounced Care and support 4 - Good
Environment 4 - Good
Staffing 4 - Good
Management and leadership 4 - Good

27 Aug 2008 Announced Care and support 4 - Good
Environment 4 - Good
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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