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About the service

The Hospice at Home service is based within Strathcarron Hospice, a charitable organisation located on the
outskirts of Denny. Hospice at Home provides personal, practical and emotional support to residents of Forth
Valley, Cumbernauld and Kilsyth (North Lanarkshire).

The service is available in the last two weeks of life and its stated aim is to "provide personal care to those who
choose to die at home, to listen to what's important to them and their family/carers, to provide support with
decisions about end of life care, and to support families in their caring role."

The service is available seven days a week and the Hospice at Home team work with District Nurses, Social
Services and others to provide care and support at a crucial time in people's lives.

This service registered with the Care Inspectorate on 19 August 2014.

What people told us

Prior to the inspection, care service questionnaires (CSQ's) were issued to people using the service, their relatives
and members of staff. We also spoke to relatives, staff and allied professionals during the inspection. The
feedback we received was overwhelmingly positive with regards to all aspects of the Hospice at Home service.

We saw that the service played a valuable role during end of life. Patients' relatives told us that their loved ones
felt listened to and supported and that their wishes mattered. They also told us how much they themselves
valued their relationship with the staff team. We heard that staff were kind, compassionate and respectful and
delivered care and practical support with patience and sensitivity. The team were able to build trusting
relationships with those they cared for and their families/carers and had the knowledge and understanding to
know what support was required at different stages. People spoke positively about the quality of care and
support they received, they told us it was second to none, that they were given choice and that their wishes and
aspirations regarding their treatment and delivery of care was always respected.

Comments included:

"They always know what to do and their confidence makes you trust them."
"They go the extra mile."
"You can tell the staff are well-trained, they always knew how to respond, even when I was angry, upset and
distressed."
"They were always there for us, not just our loved one but also the family."
"I didn't ever have to ask, they thought ahead for what we might need."
"We will always be grateful for everything they did to help us through these last days and the compassion, time
and support given during an extremely difficult time."
"Staff are well-trained, they are full of compassion and provide excellent care."
"The staff are brilliant."
"The service is unique."

Members of the staff team spoke with pride and passion about their work and demonstrated knowledge and
values consistent with the service's aims and objectives. We saw that staff supported each other and that there
was a strong team spirit.

Staff told us;
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"From the beginning of my employment I have been trained and supported to perform my duties to the best of
my ability."
"I feel very privileged to work in this role"
"I can access as much training and support as I need."
"I would not want to do anything else, I love my job."
"I love working here."
"The training and support is exceptional. Everyone pulls together and works together."
"The manager is amazing, we are always being encouraged to talk about what we do, we are given the chance
to lead and mentor new staff coming in, we are part of a big team."
"It's the most amazing job I could ever ask for, I feel so proud to say I work here, there is so much job
satisfaction, we have so much support and opportunities to talk about scenarios of any kind, and how we feel."
"It is entirely different working here to other places, it is a privilege working here because you actually get the
chance to care for people properly."
"There are always enough staff to ensure people receive quality care, we are able to talk and spend time with
people."

Self assessment

We did not request a self assessment this year but looked at the services own development and improvement
plan as part of the inspection.

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

The values and aims of Hospice at Home were visible and demonstrated at all levels of the service. There was a
clear emphasis on respect and ensuring dignity for patients in their last days. Patients and their relatives/carers
received outstanding care from staff that were well-trained, compassionate and understanding and who had
distinctive skills in supporting people with end of life care. People told us they were confident in the knowledge
and expertise of the team. We saw that care and support was provided in a range of flexible ways and tailored
towards individual choice and need. The service took time to get to know patient's needs, ensured it had all the
necessary information to support and fulfil patient's wishes and was able to effectively manage any risks in
relation to them being supported at home. individuals rights were embedded in the care provided with a strong
emphasis on dignity, respect, inclusion and compassion.

We saw that Hospice at Home provided a specialised, flexible and responsive service. It responded promptly at
times of crisis not only in terms of the care provided to patients but also in ensuring that families were informed,
skilled and equipped to care for their loved ones, whilst recognising the importance of choice. There were strong
links with the local community and people received co-ordinated person-centred care through outstanding
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partnership working with patients, their families and other professionals, thus ensuring consistently high quality
support and joined-up care. The service worked with patients to identify what was important to them and
ensured that patients and their families were included and involved in key decisions about their care. Due to
effective communication and appropriate sharing of information, people's care and treatment was consistent,
flexible and properly informed to meet their needs. Staff had an enabling attitude and were able to vary the time
spent with patients in order that the care and support provided, matched patients and families need at that
particular time.

Patients and their families were provided with the emotional and bereavement support they needed, both during
and after end of life care. Bereavement visits/telephone calls were carried out on the day, or the day after
bereavement to allow families/carers the opportunity to talk or ask questions, following which the Hospice
Bereavement service kept in touch, offering counselling and tailored support in line with people's wishes.

Requirements

Number of requirements: 0

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

We were very impressed with the quality of management and leadership and saw that there was a strong focus
on continuous improvement. This was visible at all levels and inspired staff to provide a quality service. The
manager demonstrated an excellent understanding and knowledge of end of life care at home as well as the
range of services and resources available. The manager encouraged a culture of trust, respect, openness,
transparency and ownership at all levels. This was reiterated when speaking to staff and it was clear that there
was a shared commitment to delivering the highest quality end of life care to people in their own homes. Staff
told us that they received emotional support and guidance, that they felt valued and were encouraged to share
their ideas and participate in developing the service. They worked as a team and looked after each other, coming
together regularly to discuss the emotional aspects of their work. The manager gave up-to-date and detailed
handovers at the start of each shift. This information was person-centred and included an update on family
members and their concerns or needs. The manager was also available to give advice during visits and for
debriefs at the end of shifts. The manager worked hard to support and build resilience within the team,
acknowledging that there was a strong link between the ethos of the service, a skilled and supported staff team
and the outcomes for people using the service.
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All staff had undergone robust pre-employment and recruitment checks with their suitability for the role
assessed prior to being appointed. Staff also received on-going training to ensure they were continually updating
their knowledge and skills and were providing best practice in end of life care. This ensured that patients
received evidence based care from experienced staff with the skills and competencies to provide effective and
high quality support. As part of the services quality assurance process the manager used a range of methods to
seek feedback from those using the service, their relatives, staff and other professionals. We saw that there were
consistent themes from the information gathered and what people told us. These included; excellent care and
support for patients and their families, kind, skilled and professional staff and excellent management and
leadership. This feedback helped monitor and improve the quality of people's care and evidenced a history of
sustained improvement and outstanding practice over a period of time.

Requirements

Number of requirements: 0

Recommendations

Number of recommendations: 0

Grade: 6 - excellent

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

Date Type Gradings

16 Aug 2017 Unannounced Care and support 6 - Excellent
Environment Not assessed
Staffing 6 - Excellent
Management and leadership Not assessed

25 Jul 2016 Unannounced Care and support 6 - Excellent
Environment Not assessed
Staffing Not assessed
Management and leadership 6 - Excellent

21 Jul 2015 Unannounced Care and support 5 - Very good
Environment Not assessed
Staffing 5 - Very good
Management and leadership 5 - Very 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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