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About the service

The Care Inspectorate regulates care services in Scotland. Information about all care services can be found on our
website at www.careinspectorate.com

The service was previously registered with the Care Commission and transferred its registration to the Care
Inspectorate on 1 April 2011.

Crawford Street Residential Children's Care Home is owned and managed by Glasgow City Council. The service is
located in the Partick area of the city and has very good public transport links to all areas of Glasgow. The service
accommodates up to eight children and young people who are Looked After and Accommodated by the local
authority. At the time of this inspection there were eight children and young people living at the service.

Crawford Street offers accommodation all on one floor. The property is spacious, with a large lounge, dining/
kitchen, relaxation room, individual bedrooms and bathroom facilities. There is an additional meeting room which
provides space for private visits or meetings. Outside space is limited due to the city centre location and the
proximity of other properties in the immediate vicinity.

What people told us

We spent two days visiting the service and met with young people during that time. We also joined young people
at mealtime and observed them making arrangements to spend their free time with friends. Those young people
who were happy to chat with us, offered differing views about their lives at the service. Some young people
commented that they were happy with the support they received and that they had enjoyed a recent holiday.
Others who had arrived more recently to live at Crawford Street, spoke about how they liked their bedroom and
the activities on offer.

Some young people however expressed unhappiness with their support, stating that they disliked some of the
rules and that at times, they felt their privacy was breached. Additionally some young people commented that
they didn't feel safe, although they could not explain this in further detail. Some stated that they did not wish to
have positive relationships with staff.

Self assessment

The provider was not required to submit a self assessment documents for this inspecting year.

From this inspection we graded this service as:

Quality of care and support 3 - Adequate
Quality of environment not assessed
Quality of staffing not assessed
Quality of management and leadership 3 - Adequate
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What the service does well

During this inspection, we considered the quality themes relating to Care and Support and Management and
Leadership. Further to review of written records, discussions with managers, staff, young people and other
stakeholders, we awarded grades of adequate for both quality themes.

In the months leading up to this inspection, the service had experienced a period of instability, due to significant
challenges presented by some young people, who had been placed together at the service. We acknowledged
the ongoing commitment from managers and staff working at Crawford Street, to explore and implement a
range of interventions, aimed at minimising high risk behaviours, however in reviewing outcomes for some
young people, it was evident that despite such efforts, including a continued focus on collaborative work
between all agencies involved, key outcomes relating to their safety and wellbeing were poor. Examples included
significant offending behaviour over a lengthy period of time, with some young people becoming
increasingly familiar to Police Scotland. In such instances, we found little evidence of reduction of offending and
indeed noted a continuing trend of offence types. For others, there remained occasions where they were
'missing' from the service, including during night time hours, where their location was unknown to staff.
Significant concerns regarding young people's personal safety, formed ongoing assessment of suitability of
young people's placements and it was acknowledged by managers and staff that even though some young
people had moved on from the service, such levels of crisis continued to impact for others, still in their care.

In response to these significant concerns, the manager had listened to the views of staff and following a period
of assessment, we found that clear and decisive communication to colleagues within social work, by the
manager, demonstrated a considered view when advocating strongly for the needs of all young people. A period
of assessment identified how the service could continue to support some young people and not others and this
resulted in alternative placements being sought for those who could not safely or reasonably be sustained within
the service. Decisive action was taken by the provider, to address young people's needs.

During this period, a complaint to the Care Inspectorate and subsequent investigation of expressed concerns, the
nature of which involved the presenting behaviours of some young people in the local community resulted in a
requirement that the provider review the protocol for referrals and admissions to the service and during
inspection, we reviewed the response from the provider and agreed that this requirement had been met. We did
however make it a condition, that a report is provided to the Care Inspectorate after a period of six months, from
publication of this report, to allow us to assess the impact of the improved practice.

Although we found extensive reference to the involvement of other agencies for young people, within the
service, it was difficult to assess and measure progress for young people, due to the lack of appropriate
frameworks, including personal planning, which was not adequately recorded. In contrast to this, we did consider
that compassionate and nurturing practices remained a strength of the service and we observed good
relationships between many young people and staff responsible for their care. Following our visit, we received
additional information to inform the inspection process and it was clear that some young people were engaging
well with staff and other services, which included those aimed at supporting young people's education, either
within a mainstream setting or more specialised provision.

Additionally for some young people we noted that supports had been in place to help them deal with issues of
loss, while for others, spending time with friends in the community, was important to their development.
Participation in planned activity and holidays, organised by staff working at the service, provided
stimulating experiences for young people and involvement of advocacy services continued to help some young
people develop and express their views. In our discussions with young people and their advocates, we noted
some were now attending their review meetings, where they could be more involved in decisions affecting their
care.
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Further examples of positive experiences included involvement in vocational courses, mentoring programmes
and through routine attendance at school, this meant that those young people were supported to develop a
sense of purpose and improved self esteem. We spoke with young people during the inspection and while some
chose to offer less positive comments about the quality of their care and support, some young people expressed
that they were "happy" living at the service and that "staff are really nice. They're always there if you need
them." We also joined young people and staff for meals and observed warm and humorous interactions. It was
clear that many young people recognised the benefits of positive relationships with staff, including the nurturing
responses given to those in times of difficulty or distress.

Examples of creative practices aimed at encouraging young people to desist from behaviours such as,
absconding, did at times, provide a positive influence in redirecting young people away from risk situations. For
example, specific resources requested by one young person helped them, on occasion, to settle better at night,
while for another, one to one time with staff, offered opportunities to participate in structured activity. It was
communicated to us that for one young person considered to be at significant risk, time spent away from the
local area, taking part in structured activity, encouraged the development of alternative coping strategies to
prevent recurring patterns of risk behaviour. However, despite these efforts and the involvement of the provider's
wide ranging processes and community based resources, including vulnerable young people procedures, which
facilitated regular meetings between professionals, to consider how those most at risk could be supported more
effectively, the success of such interventions were at best sporadic. Evidence showed that some young people
continued to present with high risk behaviours over a lengthy period of time and in relation to outcomes for
those young people, it was our determination that these remained poor, regardless of intensive bespoke
supports, referrals to addiction services and community based mental health teams.

Throughout the past year, the service attempted to maintain a focus on improvement work and the service
development planning process took account of the views of young people and staff. One area of particular note,
was the importance given to debriefing staff following any incidences of difficulty, when supporting young
people and we believed that there was a strong sense of management overview in support of promoting the
safety and wellbeing of young people and staff. Team meetings, when these occurred, offered opportunities for
staff to collectively discuss and agree practices. Although we noted concerns had been expressed by some staff
in relation to a heightened Police presence, and the impact this had on young people, we acknowledged that
due to levels of disturbance and increased risk behaviours of some young people, the involvement of Police
officers was necessary to address risk behaviours. We found that for most staff, time to reflect, including through
formal supervision, helped to maintain a focus on priorities and how these could be achieved.

A number of changes within the staff group over the past year had also impacted the work of the staff team.
However, there were signs that the service was once again operating more effectively, in supporting the needs of
most young people and in our discussions with managers and staff, we found their professionalism and
dedication to improving outcomes for all young people, continued to be the priority.

What the service could do better

A key area for improvement resulting from this inspection, related to the absence of personal plans for young
people. As a regulated service, there is a requirement for all young people to have a personal plan, detailing how
the service will support them with their health, welfare and safety needs. In the absence of personal plans, we
were unable to fully determine how young people were being supported and how their progress in relation to
identified outcomes was being measured and evaluated. We have made a requirement of the service, to ensure
that every child and young person, has a plan which supports their wellbeing. (See requirement 1).
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We believed that there was a need for the service to review the protocol for reporting some young people as
'missing' from the service. In our discussions with different staff and upon reviewing written records, we found
inconsistencies in reporting practices. We were particularly concerned that this may have resulted in increased
risk to some young people, when their whereabouts was unknown. We have made a recommendation regarding
this practice and have asked the service to ensure that all staff operate a clear protocol to promote consistency
of approach. (See recommendation 1).

During this and the previous inspection, we raised our concern regarding the lack of WiFi within the service.
Given that english was not the first language for some young people living at the service, we found that existing
communication methods were unsatisfactory. We were also concerned that some young people appeared to be
spending time outwith the service, in order to use WiFi facilities elsewhere. This included leaving the service late
at night. We spoke at length with the external manager and manager of the service, who advised of potential
solutions to this matter. However, due to the increased risk to some young people accessing this facility in the
community, as well as, the lack of appropriate communication methods to support those young people whose
use of the english language was limited, we have made a recommendation and have asked managers to make
available the necessary technology, to promote the wellbeing of all young people living at the service. (See
recommendation 2).

We found that medication cabinets were insufficiently secured during the inspection visits. We asked that this be
remedied as soon as possible and we were pleased to note that the service had responded promptly, by ordering
new cabinets. We reminded the service of the importance of safely stored medicines and asked that this be
revisited with staff.

The lack of clear personal planning documentation meant that we were unable to clarify information relating to
assessment processes for some young people. For example, whilst attempting to review young people's
supports, we received conflicting information relating to assessment for one young person. When we explored
this further, with the manager and placing social worker, it appeared that no such assessment had been
scheduled. We accepted that the original misinformation had been shared in error, however it was clear that the
young person in question, presented with a range of behaviours which may have benefited from such
assessment, to help determine the young person's level of functioning and understanding of the risks associated
with their behaviours. In this instance, we believed that clarity should be sought, to help inform the personal
planning process. We therefore asked the manager to ensure formal discussion regarding the young person's
care plan.

We became aware through our discussions with managers and staff, that staffing arrangements had been very
problematic over several months leading up to this inspection. We considered that a more flexible and responsive
approach to diverting young people away from risk behaviours, should have been in place. While reviewing the
staff rota, we acknowledged that the manager had remained mostly supernumerary throughout the previous
year and this had been identified as an area for improvement at the last inspection. We also found that minimal
staffing arrangements had been the norm, over the preceding months of significant challenge. Although we
recognised that much of the risk behaviours presented by some young people took place in the community, we
believed that there had been insufficient resources assigned to preventative practices, aimed at minimising poor
outcomes for some young people. We have as a result of these findings, made a recommendation at this time,
that managers review current arrangements, including the skill mix of staff, to ensure that opportunities for
diversionary strategies are planned and implemented, to promote improved outcomes for those most at risk.
(See recommendation 3).
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Whilst we found some aspects of positive management practices, such as evidence of the new protocol for
admissions, with the manager being consulted about potential future placements, we concluded that the lack of
quality frameworks, impacted upon the ability of managers and staff, to properly carry out their roles. We
believed that whilst there remained a strong sense of commitment to the young people and that staff held
significant information in their heads about how to support young people's needs, there was an absence of
written information to demonstrate how interventions had been identified, were being implemented, reviewed
and evaluated, in order to determine their effectiveness. This included, personal plans, development planning,
staffing arrangements and quality monitoring practices. Given the extensive areas for improvement highlighted
within this report, we are making a requirement of the provider, in relation to ensuring that robust quality
assurance practices are implemented and maintained. This will support the ongoing review and evaluation of
practices and outcomes for young people. (See requirement 2).

Requirements
Number of requirements: 2

1. The provider must ensure that each young person has a personal plan detailing how their care and support
needs will be managed by the service. By involving young people in developing their plans, they will be better
placed to understand the aspects of their lives which are important to them and how those adults involved in
their daily support can assist them to achieve better outcomes. This must be in place from 30 September 2018.

This is to reflect the health and social care standards: 1.15
"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." and the Social Care and the Social Work Improvement Scotland
(Requirements for Care Services) Requirements 2011.

2. The provider must ensure that robust quality monitoring records and practices are in place, to evidence the
effectiveness of the service, in meeting the needs of young people. This must be in place by 30 September 2018.

This is to reflect the health and social care standards: 4.19
"I benefit from a culture of continuous improvement, with the organisation having robust and transparent quality
assurance processes" and the Social Care and the Social Work Improvement Scotland (Requirements for Care
Services) Requirements 2011.

Recommendations
Number of recommendations: 3

1. The service should review the protocol for each young person who at times is 'missing' from the service, to
ensure consistency of approach by all staff. This will ensure clarity for those supporting young people who may
be at risk in the community.

This is to ensure that the care and support of young people is consistent with the Health and Social Care
Standards that state, "if I go missing, people take urgent action, including looking for me and liaising with the
police, other agencies and people who are important to me" (HSCS, 3.23).
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2. The provider should progress the installation of WiFi, to assist young people's opportunities for development
through education, social networking and leisure interests.

This is to ensure that care and support of young people is consistent with the Health and Social Care Standards
that state, "If I receive 24 hour care, I am connected, including access to a telephone, radio, TV and the internet"
(HSCS, 5.10).

3. The provider should review staffing arrangements in order to ensure that young people who require more
intense focus to meet their safety needs, are given appropriate support to achieve better outcomes.

This is to ensure that care and support of young people is consistent with the Health and Social Care Standards
that state, "I am protected from harm, because people are alert and respond to signs of significant deterioration
in my health and wellbeing, that I may be unhappy or may be at risk of harm" (HSCS, 3.21).

Complaints

Please see Care Inspectorate website (www.careinspectorate.com) for details of complaints about the service
which have been upheld.
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Inspection and grading history

Date Type Gradings

5 Jul 2017 Unannounced Care and support 5 - Very good
Environment 5 - Very good
Staffing Not assessed
Management and leadership Not assessed

24 Oct 2016 Unannounced Care and support 5 - Very good
Environment 4 - Good
Staffing 5 - Very good
Management and leadership 5 - Very good

10 Mar 2016 Unannounced Care and support 4 - Good
Environment 2 - Weak
Staffing 5 - Very good
Management and leadership 4 - Good

25 Feb 2015 Unannounced Care and support 5 - Very good
Environment 5 - Very good
Staffing 5 - Very good
Management and leadership 4 - Good

27 Mar 2014 Unannounced Care and support Not assessed
Environment 5 - Very good
Staffing 5 - Very good
Management and leadership Not assessed

12 Aug 2013 Unannounced Care and support 4 - Good
Environment Not assessed
Staffing Not assessed
Management and leadership 4 - Good

29 Nov 2012 Unannounced Care and support 4 - Good
Environment 4 - Good
Staffing 4 - Good
Management and leadership 3 - Adequate
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Date Type Gradings

19 Sep 2011 Unannounced Care and support 4 - Good
Environment Not assessed
Staffing Not assessed
Management and leadership 4 - Good

9 Nov 2010 Unannounced Care and support 5 - Very good
Environment Not assessed
Staffing Not assessed
Management and leadership Not assessed

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

9 Mar 2010 Unannounced Care and support 4 - Good
Environment Not assessed
Staffing 4 - Good
Management and leadership Not assessed

12 Oct 2009 Announced Care and support 4 - Good
Environment Not assessed
Staffing 4 - Good
Management and leadership Not assessed

24 Mar 2009 Care and support 5 - Very good
Environment 4 - Good
Staffing Not assessed
Management and leadership Not assessed

6 Oct 2008 Announced Care and support 4 - Good
Environment 4 - Good
Staffing 4 - Good
Management and leadership 4 - Good

Inspection report

Inspection report for Crawford Street Young Person's Unit
page 9 of 10



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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