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About the service

Isobel Fraser Home has recently undergone a variation to its status in relation to its charitable status and was
re-registered with the Care Inspectorate on 26 March 2018. Therefore, this is the service's first inspection under
their new registration status.

Isobel Fraser Home provides a care service to a maximum of 29 older people. At the time of this inspection there
were 28 people living in the home.

The home is situated in attractive grounds, providing people with a quiet, pleasant environment close to all
amenities in the city of Inverness. All bedrooms, although some are small, were comfortable and of single
occupancy with en-suite facilities. In spite of limited space, people were encouraged to personalise their rooms
with small pieces of furniture and possessions.

Aims and objectives of the service:

Isobel Fraser Home is a charity run home, which is registered with SCIO. A board of trustees are responsible for
the running of the home, and ensuring that all regulations are met.

Accommodation is provided for 29 residents in single en-suite rooms.

Staff work 12 hour shifts to provide round the clock care, which is overseen by manager and depute manager.

Isobel Fraser Home is dedicated to meeting the needs of older individuals, who for a number of reasons, can no
longer remain in their own home. The aim of the home is to focus on person centred care for all individuals.

As part of our ethos we will strive to provide a safe secure environment, taking into consideration the views of
you and your families, while ensuring your dignity at all times.

Our dedicated team of staff work to the National Care Standards and will deliver care tailored to your needs. Staff
will have, or will be working towards the appropriate qualifications to meet the regulatory governing body of the
service. Staff will also be registered with the PVG scheme. Staff will liaise with other professional bodies where
necessary in your best interest, and at all times keep you informed.

As an individual you will be able to live a full and active life in the Isobel Fraser Home, and we are committed to
supporting you to achieve this. Our aim is for you to continue to make your own choices and decisions,
participate with the wider community, maintain and develop relationships, enjoy valued, meaningful activities
and empower you to achieve your full potential and remain as independent as possible.

Objectives:

Information sharing process: You will have the opportunity to participate in the pre-admission information
process.

Personnel team: You will be allocated a key worker who will assist with your daily needs and contribute to your
care plan.

Private living space: You will have your own bedroom and en-suite which you can personalise as you wish in
conjunction with H&S.
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Socialise with others: You will have access to all communal areas and the opportunity to socialise with others.

Person centred care plan: You will be invited to participate in the development of your own person-centred care
plan. If you wish you may have family member/friend involved.

Dedicated GP service: You can retain the services of your own GP. If you have come from another area, in this
instance you will be assisted to register with a local GP.

Activities and communities: You will be informed of the activities provided in the home. There are opportunities
to go out into the community for shopping, local groups, cinema, and coffee.

What people told us

We spoke with some people during our inspection and they were all very happy to be living in Isobel Fraser
Home. All said that the staff were good and that they were well 'looked after'. They told us the quality of the
food that was offered was good. They were happy with the environment and felt that it was well cared for, clean
and comfortable. Comments from people and from the return of the questionnaires included:-

'Friendly staff and very well looked after.'
'Sometimes short staffed.'
'Sometimes more support for my privacy.'
'First time in a home and I find everything OK.'
'Things are better now with the new management and the new staff team are very nice. I now feel that I can go
to anyone to tell them how I feel about things.'
'The home has a laidback attitude and I am free to do what I want and this suits me.'
'There is a marked improvement to the activities and what I can take part in and I love the Seagull Trust outings.'
'A well run service with good communication and they pay attention to my healthcare needs"
'Its a lovely environment.'
'Its a good home and the staff are very helpful. I went out yesterday to Carrbridge and really enjoyed the coach
and horses trip.'
'I would rather be at home but this is the next best place. All the staff are really helpful and respectful.'

We spoke with some relatives during our visit and overall they were happy with the care and support. All were
complimentary about the staff. Some felt that there were 'teething problems' when their relative was first
admitted. They felt that this could have been avoidable if staff had asked for more information. However, things
were now 'more settled' and they were generally happy. Other relatives that we spoke with were 'very pleased'
and that the staff were very 'kind and caring'. They were happy with the increase in how their relative spent
their day and enjoyed joining in with events that were promoted. Comments from the return of the
questionnaires included:

'My mother is excellently looked after and she enjoys the people, staff and surroundings.'
'The staff at this home are to be commended on their excellent support of me as well as my relative.'
'The quality of care is extremely high and the level of engagement is very good too. The staff are attentive,
patient and supportive, creating a warm and welcoming environment. The property is consistently being
improved and is kept in excellent repair and decorative order.'
'There is an excellent social programme that embraces the spirit of the home and caters for all abilities.'
'As a sole relative living 600 miles from the home I am 100% confident that my mother is well looked after.'
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'Since recent staff changes the home's atmosphere has returned to the friendly, relaxed and professional place it
once was. The care and attention my terminally ill parent is receiving is outstanding, as is the support to me"].'
'I do not have any concerns about the staff in the home but am concerned about the current legislation, which is
in relation to the use of restraint when my mother has previously fallen. I know she will fall again but this is no
fault of the care staff.'
'My husband has the latter stages of dementia and I am so happy that he was fortunate to take up residency in
the care home. The home was commended by many. The staff, from the manager downwards, are absolutely
excellent, caring and respectful and nothing is a bother. The food is excellent and varied and the cleanliness is
excellent. Simply the best!"

Self assessment

The service had not been asked to complete a self assessment in advance of the inspection. We looked at how
they demonstrated priorities for development and how they were monitoring of the quality of the provision
within the service.

From this inspection we graded this service as:

Quality of care and support 4 - Good
Quality of environment 4 - Good
Quality of staffing 4 - Good
Quality of management and leadership 4 - Good

Quality of care and support

Findings from the inspection

The quality of the care and support had important strengths, with some areas for improvement.

People who lived in the home spoke warmly about the staff and said that they were kind and caring. Some said
that 'I am able to choose what I do' and 'the staff help me to achieve this'. Relatives were also complimentary
about the staff and some felt that the staff made them feel 'like family'.

During our SOFI (Short Observational Framework for Inspection) observations, there were some positive
relationships between staff and the people they cared for. However, there were some lost opportunities for staff
to actively engage with people as they went about their work. We spoke with staff and there appeared to be
some times when staff lacked the direction from the senior on duty, thereby promoting positive outcomes for
people. (See recommendation 1)

We observed that some people displayed increased anxiety with staff not always being attentive. We found that
the care plans for these people had either not been developed, or contained little information, which would
assist staff to effectively support them during these times. The service was to develop these care plans to help
improve experiences and outcomes. (See recommendation 2)

There had been an increase in the activities that people could take part in and all of those we spoke with were
very happy about this. These staff were very enthusiastic about their work and came across very positively.
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People were being supported to get out and about in the community during our visit and told us that they had
really enjoyed this. They also enjoyed the children who visited and recently the celebration of the royal marriage.

Care plans contained some good information about how to support people with their physical healthcare needs,
which then had a positive impact on their day to day lives. People's general healthcare was anticipated and
other allied healthcare professionals' advice was sought and acted upon. The overall management of people's
medication was good.

Staff knew about people's nutritional needs and served food and drink that suited people's dietary requirements
and preferences. Mealtimes were a sociable and relaxed experience that encouraged people to eat and drink
well. A new way to serve breakfast had been introduced, which promoted people's independence and choice. We
had some concerns for those people who chose to take their breakfast later in the morning, this was in relation
to being able to take this in the dining room. (See recommendation 3)

Requirements

Number of requirements: 0

Recommendations

Number of recommendations: 3

1. It is important that all staff are supported to take opportunities to actively engage with people in their day to
day work to promote positive outcomes. Therefore, the provider was to review how each shift was managed and
how staff were allocated within their span of duty.

This is to ensure that care and support is consistent with the Health and Social Care Standards which
state that; 'People have time to support and care for me and to speak with me' (HSCS 3.16).

2. It is important that all the care plans in relation to managing people's stress and distress clearly set out how
people were to be supported. They were to ensure that the information was person centred nature, thereby,
ensuring that people were supported in line with their wishes, individual preferences and needs.

This is to ensure that care and support is consistent with the Health and Social Care Standards which
state that; 'My personal plan (sometimes referred to as a care plan) is right for me because it sets out
how my needs will be met, as well as my wishes and choices' (HSCS 1.15).

3. It is important that all people are offered the same quality of mealtime experiences regardless of their wishes
to have a later breakfast meal. Therefore, the provider was to review how the breakfast service was managed to
ensure that people's wishes, choices and preferences were taken into account.

This is to ensure that care and support is consistent with the Health and Social Care Standards which
state that; 'My meals and snacks meet my cultural and dietary needs, beliefs and preferences' (HSCS
1.37).

Grade: 4 - good

Quality of environment
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Findings from the inspection

The quality of the environment had important strengths, with some areas for improvement.

All of the people that we spoke with and their relatives spoke highly of the environment. They felt that it was
very pleasant, comfortable and homely. People were able to personalise their rooms so that it created a sense of
identity and belonging.

We felt that further improvement was needed to make it easier for people with a visual and cognitive
impairment to find their way around. This was in relation to colour contrasts, way-finding ornaments, signage to
people's bedroom doors and the colours used for signage. The Kings Fund tool is a good way to assess whether
the environment is dementia friendly, as it promotes people's safety, confidence and independence. (See
recommendation 1)

There was a programme of refurbishment in place, which had enhanced the surroundings for people. The
service had benefited from new equipment, decorating and re-designing garden areas. People were being
involved with spending monies that had been donated and it was going to be used to further develop the garden
areas.

There were good systems and processes in place for the ongoing maintenance of the building. The handyman
had good knowledge about their roles and responsibilities.

We spoke about the management of falls. We could see that there were good care plans and assessments in
place for those who were at risk. These promoted the safety of the people who were living in the home.

We spent time in the lounge and could see that there were times when staff were present, however, there were
times when staff were not available. We could not see how people were able to easily summon assistance if
they needed help. We felt that this could compromise people's safety in addition to them having to wait, or to
find staff to assist them in a timely way. (See recommendation 2)

Requirements

Number of requirements: 0

Recommendations

Number of recommendations: 2

1. It is important that the physical environment meets the needs of the people living there and that recognition is
paid to supporting people to maintain their safety, confidence and independence. The provider was to carry out
an assessment of how dementia friendly the environment was and prepare a plan to address any areas for
improvement.

This is to ensure that care and support is consistent with the Health and Social Care Standards which
state that; 'My premises have been adapted, equipped and furnished to meet my needs and wishes'
(HSCS 5.16) and 'I can independently access parts of the premises that I use and the environment has
been designed to promote this' (HSCS 5.11).

2. It is important that people and relatives were easily able to summon staff from the communal areas. This was
so that their needs were attended to in a timely fashion and that health and safety needs were addressed. The
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provider was to carry out an assessment of this and then put in place a suitable system, whereby, people were
able to summon assistance when needed.

This is to ensure that care and support is consistent with the Health and Social Care Standards which
state that; 'My premises have been adapted, equipped and furnished to meet my needs and
wishes' (HSCS 5.16).

Grade: 4 - good

Quality of staffing

Findings from the inspection

The quality of staffing had important strengths, with some areas for improvement.

We received positive feedback from people who used the service and relatives about living in the home and how
staff treated them. People told us that they were supported by staff who genuinely cared for them. We observed
positive interactions between staff and the people who lived there. This created a friendly and relaxed
atmosphere within the home.

There were good recruitment procedures, which supported the protection and safety of people using the service.

Newly appointed staff took part in an induction, with the support from a dedicated mentor and of those staff we
spoke with, they said they felt supported in their first days. However, the induction was a tick-list approach and
did not support staff with learning about their roles and responsibilities and how to effectively care for and
support people with different needs. It was not being used to assess the competency of staff and to identify and
plan their training needs. (See recommendation 1)

All of the staff had a really good knowledge of people's previous lives and their personalities, which helped to
promote their personhood. Dementia training had taken place and it was felt that this had had a positive impact
on how staff approached people. However, when speaking with staff there was sometimes a lack of
understanding in how to cope and plan for behaviours, which cause anxiety. Management was not aware of the
content of quality of the training provided, or that it was aligned with current best practice 'Promoting
Excellence'. In addition, the use of reflective accounts could have picked up on gaps in staff's knowledge.
However, what came across was a team who were committed and tried their best to ensure that people were
happy and content. (See recommendation 2)

The way that the service supported the staff with their learning and training needs was good. The roles and
responsibilities of the senior staff were being developed, which helped to create a sense of ownership and pride
in their work with the people they supported.

Requirements

Number of requirements: 0
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Recommendations

Number of recommendations: 2

1. To ensure positive outcomes for the people who use the service the provider must implement an effective
programme of induction to provide all staff with support, the opportunity to raise individual issues and as a
means of monitoring staff awareness of working practices.

This is to ensure that 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).

2. To ensure positive outcomes for the people who use the service the provider must ensure that all staff took
part in dementia training that supports staffs knowledge and understanding of how to effectively plan and
support those who suffered from stress and distress.

This is to ensure that 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).

Grade: 4 - good

Quality of management and leadership

Findings from the inspection

The quality of the management and leadership had important strengths, with some areas for improvement.

People we spoke with were happy with the overall management of the service. They felt able to speak to the
management and staff about any concerns and issues. Some felt that the recent changes to the management
of the service were positive because things were 'more settled' and that 'the new staff team had settled in
well'. They felt that the service was a 'happier place'.

There were various ways that the service used in order to assess the quality of the service provided. There was
effective supervision of staff, meetings, questionnaires, team leader training and the introduction of key working,
to promote good communication. There were regular visits from board members with a report of their findings,
with any actions highlighted. Care plan audits had also been introduced and were a work in progress. We
discussed how to promote this as a meaningful way to help staff understand the importance and outcome
from person centred care planning.

Various meetings had taken place for people, their relatives and staff and this was where information was
shared and opinions asked for. Actions were highlighted, but in order to promote an ethos of continual
improvement, action plans could be generated to ensure all actions were taken forward and reviewed at
subsequent meetings to share progress.

The service was at the early stages of using the new Health and Social Care Standards. Some staff told me that
they were aware of them and some were able to have discussions about their meaning and how to implement
these. However, further development was needed of how these were to be used to promote better outcomes for
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people. We spoke about the development of an overall improvement plan as, at present, there was no formal
way that the service assessed their performance against these new standards.

We are making an overall recommendation with regard to the areas of improvement that are highlighted above.
(See recommendation 1)

Requirements

Number of requirements: 0

Recommendations

Number of recommendations: 1

1. The provider should ensure that they further develop effective and measurable systems, by which they could
assure themselves that they were assessing, reviewing and improving the overall provision of the service. They
were to involve people who lived in, visited and worked in the service as part of this work. This was to ensure
that there were continued and positive outcomes for people who use the service and their relatives. Action plans
were to be developed and shared to evidence how improvements had been, or were being fully addressed.

This is to ensure that 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).

Grade: 4 - good

Previous requirements

There are no outstanding requirements.

Previous recommendations

There are no outstanding recommendations.

What the service has done to meet any requirements we made at
or since the last inspection

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

Enforcement

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

Inspection and grading history

This service does not have any prior inspection history or grades.
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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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