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About the service

The East Kilbride Home Care Service is run by South Lanarkshire Council and provided to people who live in East
Kilbride and Strathaven.
The service is managed by an operations manager. The management team consists of the operations manager
and three team leaders, and is completed by a team of community support co-ordinators, schedulers and
reviewers. The service employs over 260 home carers who work a variety of hours and shift patterns.
East Kilbride Home Care Service deliver services to approximately 700 people, of various age and care groups,
within their own homes.
The service operates 24 hours per day and 365 days per year, including the provision of an out of hours service.

What people told us

We received 68 completed care standards questionnaires out of 120 that we sent to the service. These were
completed by people who used the service or their relatives. The questionnaires contained mostly positive
comments including:

"My mother is extremely grateful for the support and the respect she receives".
"Due to carer's illness the continuity of staff was disturbed. My mum has dementia, this can have a very big
impact. However, when I flagged this up to the local office this was attended to immediately. The regular carers
are absolutely first class. We are very blessed".
"I appreciate the carers for their time, support and understanding".

There were also some less positive comments and responses on some of the returned questionnaires. We
followed these up through phone calls to relevant people or through the inspection process. One person we
spoke with advised us that the issue had now been resolved and they were now completely happy with the
service they received. Another person remained unsure that their relative would receive consistent care based on
past experience. We highlighted this to the management team who agreed to take steps to address the person's
concerns.

We visited 21 people who used the service as part of our inspection. During our visits we spoke with eight
relatives who told us their views about the care and support their family member received.

Overall people were very happy with the quality of the service. One person raised a query with us in relation to
the service's medication policy around one particular type of medication. We were able to see that robust action
had been taken by the service to ensure the safety and wellbeing of people who were prescribed that particular
medication. We gave advice to the management team that information about their policy and procedure
regarding this could have been clearer and more consistent so as to avoid confusing relatives and people who
used the service.

Self assessment

The Care Inspectorate did not ask the service to submit a self assessment this year.

From this inspection we graded this service as:

Quality of care and support 4 - Good
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Quality of staffing 5 - Very Good
Quality of management and leadership not assessed

Quality of care and support

Findings from the inspection

People should be enabled to live in their own homes if they want this and it is possible. The service included a
hospital discharge team, comprised of a team leader, community support co-ordinators and a support worker.
This team worked very effectively to ensure that people could return home from hospital as quickly as possible,
with an appropriate amount of care and support in place. We were impressed that during the course of our
inspection, the team had managed to clear their daily allocation list more than once, meaning that there were
no delayed discharges from hospital due to a lack of home care provision.

We found that the service created useful opportunities for people to participate in the development of the
service, through community events which were well attended. The service obtained people's views and
suggestions and used these to inform their own improvement action plan. Additionally, the service shared
information about other helpful resources that people could access, and made these events enjoyable social
experiences thereby helping to combat the social isolation that people could be facing.

We found that overall, people received a fairly consistent service, with regular staff and times of visits. Where
there were short notice changes to carers or times in order to cover absence people's experience was mixed,
meaning some people felt communication about changes was good, and others thought this could be better.

The information contained within care plans was overall good, although we felt that there was room for
improvement in the level of detail about people's conditions and what this meant for them. We found that some
care plans contained very personalised information. This meant that staff could care for people in a way that
supported and promoted their independence, thus reflecting the service's own principles.

The service was proactive in response to any complaints and adult protection issues. We saw that there was
analysis done, to identify lessons learned from these situations and this was shared with staff involved. We
thought the service would benefit from widening this learning opportunity across the whole team, to help
improve practice and outcomes.

There was an effective integrated approach with the home care team and colleagues from the partnership health
team. For people using the service, this meant they could see a health professional such as an OT or
physiotherapist in a relatively short timescale, have effective needs assessments done on returning home from
hospital admissions, and access to specialist equipment, in order to help them maintain their independence. This
integrated approach was fully embedded within the team and staff engaged positively with this.

The service should ensure that risk assessments are more clearly transferred into people's personal plans from
their initial assessments, and are considered for review as part of regular care plan reviews. This is to ensure that
staff are fully aware of the risks posed to people they are caring for, how they are expected to manage and
mitigate these risks, and so that any new risks can be effectively identified and action taken as needed.

Requirements

Number of requirements: 0
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Recommendations

Number of recommendations: 0

Grade: 4 - good

Quality of staffing

Findings from the inspection

People should be confident that the staff who care for and support them are trained, competent and skilled, and
are able to reflect on their practice and follow their professional codes.

We met a range of staff during the course of our inspection. We were impressed with the enthusiasm,
commitment and professionalism of the staff we met. Staff told us they felt valued in their work, and we found
that staff received effective support and supervision through one to one meetings, patch meetings and
performance reviews. We were pleased to see evidence of improved outcomes for people using the service, as a
result of concerns being raised through staff supervisions.

We were encouraged at the skills mix of the staff team. We found that home carers had a variety of
backgrounds, many having considerable experience in home care. Community support co-ordinator staff who
were predominantly office based, also brought valuable hands on experience of caring roles, both in home care
and residential settings. Recently recruitment to key roles had been carried out externally, in order to draw on as
wide a range of skills and experience as possible. This helped give us confidence that the skills mix of the staff
team who are responsible for assessment, planning and reviewing of people's needs would be further
strengthened.

Staff performance was supported by a fairly thorough training and development programme, including access to
SVQ level 4. We made some suggestions around areas where the training programme could be made more
robust, including specific training around managing challenging behaviour, diabetes and other health related
areas.

The recording of supervision notes would be improved by having a section to follow up on any issues or actions
raised at the previous meeting. This would mean that there would be a clear picture of anything that remained
outstanding, and would help build an overview of both supervisee and supervisors performance.

Requirements

Number of requirements: 0

Recommendations

Number of recommendations: 0

Grade: 5 - very good
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Quality of management and leadership

This quality theme was not assessed.

Previous requirements

There are no outstanding requirements.

Previous recommendations

There are no outstanding recommendations.

Complaints

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

Enforcement

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

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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Inspection and grading history

Date Type Gradings

14 Dec 2017 Unannounced Care and support 4 - Good
Environment Not assessed
Staffing Not assessed
Management and leadership 5 - Very good

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

6 Oct 2015 Unannounced Care and support 5 - Very good
Environment Not assessed
Staffing 5 - Very good
Management and leadership 5 - Very good

31 Mar 2015 Announced (short
notice)

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

19 Dec 2013 Announced (short
notice)

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

29 Mar 2013 Announced (short
notice)

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

24 Feb 2012 Announced (short
notice)

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

17 Dec 2010 Announced Care and support 5 - Very good
Environment Not assessed
Staffing Not assessed
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Date Type Gradings

Management and leadership 5 - Very good

31 Mar 2010 Announced Care and support 5 - Very good
Environment Not assessed
Staffing 5 - Very good
Management and leadership 5 - Very good

4 Feb 2009 Announced Care and support 5 - Very good
Environment Not assessed
Staffing 5 - Very 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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