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About the service

This service provides housing support and care at home for people with learning disabilities and other complex
needs. The service is provided from five locations around Dundee, where people are supported in their own
accommodation. The care and support provided is both person-centred and outcome focused.

What people told us

The views of four service users, two care managers, two psychologists and two relatives were gathered during
this inspection. Here are some of the things they said:

Service users:

- 'I get excellent support with things like going shopping, home skills and cooking.'

- 'I wanted to keep chickens in my back garden and they supported me to get permission from the housing
association and to build a hen coop. I now keep chickens.'

- 'I feel safe living here, there is always somebody on duty. Entry to the building is secure I like that.'

- 'I am always treated with dignity and respect by the staff. They always support my choices as well. Yes I had a
review meeting recently.'

- 'Everything I've asked for they have helped me with.'

- 'They are looking after me right.'

- 'The best thing is the people who support me!'

- 'I am just back from a holiday with staff in Perthshire and I am planning to go and see an Elvis Presley concert
as well as to the musical Mamma Mia.'

- 'Staff always encourage me to eat healthily.'

- 'I love walking, I am in a walking group.'

Relatives/carers:

- 'They have really helped my daughter to settle in well and there have not been as many of the problems with
challenging behaviour as we expected. I think this is down to the sensitivity of the staff.'

- 'I am always welcomed when I visit.'

- 'Excellent service; very natural my daughter is very happy there. Since she came to the community living team
she has developed lots of new skills such as using the bus and doing cooking.'

- 'They will ring me if they have any issues and I can ring them at any time.'

- 'People are well supported with things like travel, cooking, shopping and making choices.'
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- 'Staff treat me and my son with dignity and respect.'

- 'We as a family (and service user) are very happy and content, and very satisfied, with my daughters living
environment and staff. The staff are very positive and upbeat. It is very important that the staff work as a team
with our daughter and ourselves and everything is transparent for her wellbeing and all staff do this. We have
very good relationships with them and can talk about any concerns or issues. I can safely say that my daughter
could not get any better care anywhere. The team that supports our daughter are marvellous they really care
and are passionate about putting a positive input into her life. Supporting her in all aspects also making her feel
safe. I can't thank them enough. Also the senior in charge of the building and staff are so understanding, very
supportive, very good with her and myself and working together and training her team for her care package and
building on her life. Best place in the world for my daughter. Staff will go above and beyond and problem solve,
listen and communicate well; we all have good relationships, it's very easy which is another huge positive.'

Health professionals care managers and psychologists:

- 'They are excellent; vigilant, mindful: they treat everyone as an individual.'

- 'All the service users I meet are happy with the service which is very important for people with complex needs.'

- 'In my experience they have been excellent supporting people with difficult transitions. Their approach is
measured and they expect difficulties rather than react negatively to them.'

- 'The Temple Lane service for example have done an excellent job supporting service users with dementia they
have been both realistic and supportive of his relationship with his family. They will even transport relatives into
the service in order that an important family visit can take place.'

- 'They have been superb in dealing with a person with ADHD.'

- 'They contact me appropriately not with every trivial little question.'

- 'They are very good at working with the multidisciplinary team. In one instance they recognised that capacity
was an issue and together we called in the Mental Welfare Commission.'

- 'Their approach is genuinely flexible and they will try different things in order to provide effective support such
as opportunities in the community like college.'

- 'They act on my advice and guidance I have a close relationship with staff providing training as well.'

- 'Excellent professional and proactive. They advocate on behalf of the people they support really well.'
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Self assessment

A self assessment was not required for this inspection. The service was able to show us their annual
development plan for each part of the service.

From this inspection we graded this service as:

Quality of care and support 6 - Excellent
Quality of staffing not assessed
Quality of management and leadership 6 - Excellent

Quality of care and support

Findings from the inspection

This service had an excellent level of care and support. Views gained from service users, stakeholders and
families were all very positive. The following comes from evidence found at this inspection.

The service demonstrated outstanding communication practice. Its use of pictorial and photographic material
was fully embedded in what they did. Staff actively used Makaton with service users unable to fully verbalise
and one service user was in a Makaton choir. In one service visited there was symbols on all the doors in order
to support a person with dementia to navigate around their home. There was evidence of effective working with
speech and language therapists. On top of this staff had a good understanding of each individual's
communication needs. As one member of staff said: 'It's important to be consistent in our use of
communication, especially with people with autism or challenging behaviour'.

The service demonstrated outstanding participation practice, giving service users who often had communication
difficulties a way of expressing their choices. There were pictorial surveys sent out to service users. There were
residents meetings in each set of dwellings which were chaired by a member of staff from one of the other
dwellings. Service users regularly sat on interview panels for new staff and some service users went to an
external advocacy group based around the charter for involvement. In addition to this it was obvious that service
users had excellent relationships with staff and stated that they felt they could speak to any member of staff if
they had a problem.

Support plans looked at were very detailed, showed evidence of regular reviews, contained protocols for dealing
with difficult behaviour and had risk assessments throughout. There was an outstanding use of person-centred
planning and reviewing of outcomes. An example of this was the service's embracing of the Care About Physical
Activity (CAPA) framework in relation to exercise and keeping fit. All service users had been given a baseline
assessment and all reviews now took into account progress in relation to people keeping fit and exercising. This
was an improvement since the last inspection. The support planning also reflected the multi-disciplinary work
done in relation to service users and incorporated guidelines and protocols from health professionals. There was
also evidence of people being supported to follow their interests and aspirations such as, keeping chickens,
going to an Elvis Presley tribute concert and being supported to go on holiday.
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Observation of staff showed them to be confident in their dealings with people. A review meeting for one
service user was observed and contained the full multidisciplinary team for the support of a new placement.
Staff interaction at this meeting was confident and knowledgeable. Their practice showed that they had a good
knowledge and understanding of the people they were supporting and that they were keen to explore ways with
other professionals to improve that support. This is one illustration of an outstanding culture of care and
support by the service they showed outstanding mutual respect and trust for both professionals, families and
service users. The excellent culture of care and support provided by this service has been sustained now over a
number of years. It is important to acknowledge this as it shows a sustainable culture and commitment to
ongoing improvements.

The service showed outstanding, compassion for the people they supported. Where palliative care was being
undertaken, staff who were interviewed expressed their desire to support that person with familiar faces, even if
they went into hospital towards the end of their life. The service had been involved in addressing issues such as
whether to resuscitate or not with the wider multidisciplinary team, the service user themselves and their family.
It was clear staff wanted what was best, in difficult circumstances, for the person they supported.

The service had excellent transition work in supporting new service users to move into the service. It showed full
commitment to making a placement work. As one stakeholder indicated the service expected that there would
be difficulties to overcome and were not put off by them. They took time to ensure people moved at their own
pace. This involved intricate planning, management skills, extra resources and flexibility. Most importantly, they
built outstanding relationships with people very quickly so that they felt safe and secure and listened to in their
new home.

The service demonstrated what could be sector leading practice in relation to work with people on guardianship
orders. Each service user had a guardianship agreement where it was made clear what the guardianship meant
and what powers the service itself had in relation to this. All parties involved were included and agreed using a
template from the Mental Welfare Commission. This really clarified for everybody involved people's roles and
responsibilities.

There was evidence of outstanding practice in relation to people being included, in and supported to use, their
local community. This included; walking groups, support for public transport use, shopping, holidays, visiting
local parks, cycling, support to attend college and support to attend other support agencies such as day care.
The service took people's choices into account and where people chose to be less active in the community
because of their age or disability these choices were respected.

In conclusion, this service has shown outstanding practice, and in some areas sector leading practice, in relation
to its care and support of people. Feedback from customers and stakeholders showed high levels of confidence
in the organisation. The service itself was committed to positive outcomes and person-centred support. Its
attention to detail and its ability to build strong relationships with people were both outstanding. Many of the
people supported had a variety of complex needs and without effective multidisciplinary working placements for
people might not succeed. Stakeholders who were part of this multidisciplinary team were all very impressed in
how they supported people to maintain their independence, despite the difficulties they had. The service
continues to provide outstanding care and support, which is why a grade of excellent has been given here.

Requirements

Number of requirements: 0
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Recommendations

Number of recommendations: 0

Grade: 6 - excellent

Quality of staffing

This quality theme was not assessed.

Quality of management and leadership

Findings from the inspection

This service had an excellent quality of management and leadership. Its ability to sustain an outstanding culture
of care which people could have confidence in has been demonstrated over a long period of time. Here are
some example of the practices seen at inspection.

One of the service's defining qualities was its ability to work in partnership with other agencies. Many of the
people who were supported had very complex needs, meaning that access to the knowledge of health
professionals was key to providing responsive care. The inspector was able to observe a working example of this
when a review meeting was observed. This included the behaviour support intervention team who comprised of
an occupational therapist, a mental health nurse and a psychologist. Members of the service and family were
also present. The meeting was held in a professional manner. It was already clear that the health professionals
were very pleased with how the service user was settling in with their placement at the service. Advice given by
them was noted and taken on so that further improvements to the outcomes for the service user could be
actioned.

There was excellent support for staff including; training, supervision, annual appraisal, team development days,
promotion of leadership courses and the promotion of staff specialism. There were champions within the
service in moving and handling, healthy eating, CALM (challenging behaviour), dementia, diabetes, autism and
medication. Experienced staff were encouraged to act up in senior positions when the opportunity arose. Staff
spoken with felt they were part of a team that valued them, respected them as people and encouraged them to
develop their skills and ideas.

The team had won a local authority award for teamwork, known as the OSCAS. This was awarded for exemplary
work by a team in the area of commitment, standards of work and partnership working, while supporting
individuals through change. The service was seen as innovative and promoters of the best practice in areas such
as alternative therapy and the use of various care technology systems such as GPS, smart phones, epilepsy alerts
and security equipment. The inspector observed some of this technology being used and saw how beneficial it
was for supported individuals.

The service were able to stay abreast of developments in the field of learning disability, autism, dementia and
other live issues via their attendance at various forums, management meetings, annual briefings and
conferences. The service had recently ensured that some senior staff gained dementia training as it was
recognised that people with learning disabilities in general and one of their service users in particular needed
support in that area. Thus allowing their care to be responsive to the needs of those that used it.

Inspection report

Inspection report for Dundee City Council - Dundee Community Living
page 6 of 10



The manager of the service was clear that mutual respect and trust between people was the bedrock of how she
managed. It was clear during the inspection that health professionals and stakeholders had a high level of
confidence in how the service was run and how it produced positive outcomes for people. As one psychologist
spoken with stated the service was vigilant and mindful when supporting people. She gave an example of where
staff were supporting individuals to use the community who had very little experience of leaving their previous
institution and how this was going much better than anticipated.

The service had a detailed development plan with clear aims and objectives of supporting individuals with
learning disabilities in their own homes, while ensuring that they themselves are central to planning their own
support. Also encouraging and supporting them to make choices and express themselves and facilitating
opportunities and lifestyles that enabled them to achieve their full potential. The plan included how the service
was going to promote involvement, recruitment, service user experiences of the service, staff development and
SSSC registration. There was a clear leadership agenda which included development of senior staff, cascade of
information to all staff, surveys of stakeholders and observation of staff practice.

The management of this service was outstanding and in some areas had been acknowledged as sector leading
for its teamwork. Staff were supported to be both leaders and confident workers. This was reflected in the
positive outcomes observed for the people who were supported by the service. Stakeholders saw them as
outstanding colleagues who promoted excellence in what they did. Families and people who were supported by
the service, without exception, expressed their confidence and satisfaction in both the relationships they had
built and the achievements made. This service has been of a high quality for a number of years now and has
continued to improve at every inspection. This is why a grade of excellent has been awarded here.

Requirements

Number of requirements: 0

Recommendations

Number of recommendations: 0

Grade: 6 - excellent

Previous requirements

There are no outstanding requirements.

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

There are no outstanding recommendations.

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

Date Type Gradings

13 Oct 2017 Unannounced Care and support 6 - Excellent
Environment Not assessed
Staffing 6 - Excellent
Management and leadership Not assessed

4 Nov 2016 Announced (short
notice)

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

22 Oct 2015 Announced (short
notice)

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

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

24 Nov 2014 Unannounced Care and support 6 - Excellent
Environment Not assessed
Staffing 5 - Very good
Management and leadership 5 - Very good

6 Dec 2013 Announced (short
notice)

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

6 Dec 2012 Announced (short
notice)

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

29 Jun 2011 Announced Care and support 5 - Very good
Environment Not assessed
Staffing 4 - Good
Management and leadership 4 - Good

4 Jun 2010 Announced Care and support 4 - Good
Environment Not assessed
Staffing 4 - Good
Management and leadership Not assessed

23 Apr 2009 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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