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About the service

The Care Inspectorate regulates care services in Scotland. Information about all care services is available on our
website at www.careinspectorate.com

Delight Supported Living Ltd is registered as a housing support and care at home service which is privately
owned and managed. The office is in a central location in Kirkintilloch, accessible by bus or car. The service was
registered with the Care Inspectorate in 2011 and operates 24 hours a day 365 days a year. Care and support is
provided to people living in their own homes within the community of Kirkintilloch and surrounding areas. At the
time of the inspection, the service supported 144 people.

The service aims to "promote maximum independence and increased quality of life for service users within their
own homes which can be a preventative measure, reducing the need for hospital or care home admission. We
focus on helping people to lead fulfilled, independent lives in their own homes and our support workers
endeavour to enhance the wellbeing of service users through whatever opportunities and options are available".

What people told us

We spoke with 11 people and five relatives, and 11 people returned our questionnaires. Overall, people were very
happy with their care and support and they liked the staff. People felt the service had improved. One person felt
the care and support could be better. We passed this information onto the manager who followed this up during
the inspection.

People's comments included;

'Happy with the service, very accommodating and very flexible' ' I'm happy, staff are nice, no complaints' ' Staff
go that extra mile. Always smiling and cheerful, do me good, overall very happy'. 'Spot on, perfectly lovely'.

One relative told us that there had been 'ups and downs' but felt things had improved. They described staff as
'compassionate, they really do care'. Another relative commented 'well looked after' 'happy with the service'.

The manager was seen as being very responsive to any issues raised and these were resolved quickly and
effectively.

Self assessment

A self assessment was not requested for this inspection. Instead we discussed with the manager about having a
development/improvement plan in place to develop and improve the service. The manager was keen to take this
forward.

From this inspection we graded this service as:

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

People had very positive experiences with their care and support. For example, people told us how much their
independence meant to them, and they felt staff encouraged and enabled them to maintain their independence
as much as possible. We found that staff were very good at ensuring people made decisions about their care and
support. For example, we saw that staff asked people what they wanted to eat and drink, what support they
required with personal care, or with housework. People were encouraged to have control and a say about what
mattered to them.

People were very happy with the staff. People told us that staff were compassionate and caring. We observed
staff to be very respectful and kind. One person told us that the staff were more like 'friends' they 'do an
excellent job'. One relative told us ' they are truly delightful'. They felt staff were always very patient and made
their relative very happy.

Overall, people told us that they got the same staff so they had consistency with their care and support, and
staff knew people well. People told us that they never got staff they had not met before. New staff worked with
senior staff until they were confident and competent to take on their role.

People had confidence in the manager, they knew who the manager was, and how to contact them. Information
was available to people in folders kept in their home which informed them about the service, for example,
contact numbers, and how to make a complaint. People felt the manager was very quick to respond to any
problems. One person explained they had been unhappy with a member of staff and the member of staff was
removed from their package of care. The manager had dealt with a number of complaints about the service, and
we found that these were dealt with promptly. We saw that the manager took appropriate action to deal with
any issues such as medication errors, and staff conduct. The service was well led by a responsive manager.

There was very good opportunity for people to have a say about the service and have their views listened to.
People told us that their care and support was reviewed regularly through a review process and from 'spot check
visits'. This gave people the opportunity to raise any issues or make changes to their care and support. Regular
'spot checks' were carried out to assess staff practice and conduct. During this people were asked for feedback
about the service. Questionnaires were sent out to people to obtain their views. The results from 2018
questionnaires were not complied at the time of the inspection but were in the process of being completed.

The manager informed us of the improvements that had taken place since the last inspection for example, there
had been better monitoring of staff sickness which led to improved sickness rates. Improvements to staff taking
on leadership roles, such as working as seniors had been implemented. These improvements had a positive
impact on people's care and support.

What the service could do better

We discussed with the manager the types of incidents that need to be reported to the Care Inspectorate and our
expectation that this will be completed. The manager was more aware of what required to be reported.

Some quality assurance processes were in place to measure the quality of the service, for example, spot checks,
monitoring visits and questionnaires. We discussed with the manager implementing a development/
improvement plan to evidence how the service was performing. The manager was keen to take forward this
initiative. This would support the service to monitor all aspects to ensure a quality service was being delivered.
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We asked the manager to review the medication policy and procedure to reflect best practice, (Review of
medicine management procedures, Guidance for care at home services 2017), and to ensure staff were clear
about how to support people with their medication, for example, when administering, assisting and prompting
medication. This information should be clearly written in the support plan. The manager agreed to do this.

People told us that staff made them aware of who was coming to support them. The manager informed us that
some people did receive a copy of the staff rota. People were happy with this arrangement. However, it would be
good to ensure that this arrangement was satisfactory for everyone.

Although people told us they could make a choice about which staff supported them it would be good to involve
people in the recruitment of staff and to look more closely at matching up people with staff with similar
interests and personalities.

Requirements
Number of requirements: 0

Recommendations
Number of recommendations: 0

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

27 Sep 2017 Announced (short
notice)

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

20 Sep 2016 Announced (short
notice)

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

24 Sep 2015 Announced (short
notice)

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

9 Oct 2014 Unannounced Care and support 4 - Good
Environment Not assessed
Staffing 3 - Adequate
Management and leadership 3 - Adequate

1 Nov 2013 Announced (short
notice)

Care and support 4 - Good
Environment Not assessed
Staffing 4 - Good
Management and leadership 3 - Adequate

6 Dec 2012 Unannounced Care and support 4 - Good
Environment Not assessed
Staffing 4 - Good
Management and leadership 3 - Adequate

20 Mar 2012 Unannounced Care and support 4 - Good
Environment Not assessed
Staffing 4 - Good
Management and leadership 3 - Adequate
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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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