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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

Cairllum Care Limited is registered to provide a care at home support service to adults with physical or learning
difficulties and older people living in their own homes or community. The service registered with the Care
Inspectorate on 4 January 2012.

The service office has been relocated to St Quivox where the management team are based during office hours,
Monday to Friday. The office facility is where staff attend for training and meetings. The staff provide support to
meet individual need in small teams in Ayr, Kilmarnock, Troon and the surrounding areas. Packages of support
hours vary from 2 hours per week to 24 hours per day being delivered to people living at home.

Cairllum Care Ltd is a privately owned care company. Since the last inspection there has been a change of
ownership of the service and a change of manager. A revised structure has been implemented to include two
additional senior support workers and an administrator. These changes do not appear to have impacted
negatively on the quality of care people have received.

The service principle aim is to provide a person-centred care at home service for people age 16 years and above,
with physical and learning disabilities and the frail and elderly within their own homes and to provide a drop in
service within the office environment. They aim to ensure everyone feels valued as a person and to build good
relationships and support people to maximise their potential.

What people told us

We visited thirteen people in their own homes and spoke with two others about their experience of being
supported by Cairllum Care. We met with one relative and an inspection volunteer telephoned and spoke with
nine relatives to get their feedback on the quality of care their relative experienced. Feedback in care standards
questionnaires from 9 of the people supported or their relatives was positive. We also asked for the views of staff
and professionals during the inspection.

When asked people told us how highly they valued the care staff and really appreciated the reliable and good
quality support they received, telling us how caring, considerate and professional the staff were and that they
could not manage without the support which they rated as first class.

Examples of comments received were:

"Since taking over my grandparents support Cairllum Care have done an excellent job in ensuring all their needs
are met. My grandparents have a great relationship with the staff and management"

"I find the service completely to my satisfaction"

"The girls are the best, the best angels"

"Can't complain, first class care, the carers go way beyond sometimes"

"We trust them definitely, we trust them with everything"

Inspection report

Inspection report for Cairllum Care Ltd
page 2 of 8

http://www.careinspectorate.com


"Couldn't manage without the girls, they are great"

"Care is champion, all of the carers are just champion"

"Happy with the care I receive, staff always go beyond to ensure I have all the care that I require. Always happy
to go that extra mile. Great team of girls, can't thank them enough"

"The girls who come in to care for my grandmother go to the extremes to help her, she feels the girls are more
like family. She likes it is the same staff who are supporting her most weeks"

"On the whole, the staff are very helpful, always asking if they can do anymore"

"I have never been unhappy, they are so dependable"

"The girls know exactly what they are doing, they spend time chatting, I love them all"

"I look forward to the carers coming, I couldn't do without them now"

Self assessment

The service was not asked to complete a self assessment in advance of this inspection. We looked at their
development plan and quality assurance systems. These demonstrated their priorities for improvement and how
they were monitoring the quality of provision within the service.

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

What the service does well

Cairllum Care continues to deliver a very high quality of care and support that meets people's needs enabling
them to live in their own homes. We observed competent, efficient, warm and compassionate care being
delivered. We could see that carers knew people well, they knew how to deliver essential care in a way that was
right for the person and in a way they were comfortable with. People we observed appeared relaxed and
comfortable with staff and people we spoke to told us they were very happy with the service. We saw examples
of an enabling approach and the difference the service was making to people on a daily basis and how their
needs such as personal care, health, wellbeing and nutrition were being met.

People could be confident their health and wellbeing benefitted from the care as staff recognised when a
person's presentation changed or their health deteriorated and took the appropriate actions. One relative told us
"The girls are marvellous, they pick up on small changes in the person" and gave examples of occasions when
carers had raised concerns or arranged a GP appointment. We found staff knew each person they visited well,
they were aware of any diagnosis and health issues and how these were being managed. The service worked
together with health professionals to help keep people well.
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Another relative told us how support was helping their father to go out, to go to activities and mix with other
people and how this was contributing to improved mental health and their general wellbeing. The service
supported people with their medication and had effective systems and training in place to manage this safely.

People can expect to receive high quality care and support that is right for them and to experience compassion,
dignity and respect. People told us they were supported by small consistent teams which allowed them to get to
know their carers and to build relationships.

One person told us "I really look forward to them coming, they are very respectful, the carers do what I need and
are all very nice." While people knew their cares they did not always have a rota or know which carer was
visiting. We suggested to the manager this could be discussed at reviews and a rota provided where requested.
We observed that carers listened to people, offered choice and encouragement and carried out personal care
tasks in a professional and dignified manner. We heard how carers enabled individuals to be independent and
how the confidence and trust relatives had developed in the carers meant they had less stress and also felt
supported.

People can expect to be involved in developing and reviewing their personal plan and to be supported to give
feedback to help the service improve. There was a personal plan in place for each person and a structure in place
to ensure that regular reviews were planned and took place with the person supported and their relative(s). We
found plans did not specify the expected outcomes as a result of the person receiving care and detail how the
care would be delivered to meet the individual needs and preferences. We discussed examples of support plans
during the inspection and were confident the manager recognised how their content could be improved to better
reflect the individual; therefore contribute to a more consistent care experience.

People receiving care can expect those supporting them to have been appropriately and safely recruited. Since
the last inspection the new manager had made efforts to improve recruitment processes and implement systems
to monitor staff registration with an appropriate body such as the Scottish Social Services Council. We discussed
with the new director and manager ways in which to tighten up existing recruitment practices further to reflect
national safer recruitment guidance and demonstrate both equality and good practice. It was evident that new
staff received an induction and all staff had access to training, supervision and support to equip them for their
role. In addition senior staff carried out practice observations and spot checks meaning that people could have
confidence in their carers because they are trained, competent and skilled.

People supported can expect to benefit from a culture of continuous improvement, with the organisation having
robust and transparent quality assurance processes. We could see there were some systems in place for
safeguarding and quality monitoring, such as incident recording and reporting and audits of medication and staff
practice, however these should be improved and developed further. We discussed with the manager how
effective audits of care and support, staffing and management can achieve improvements in safeguarding, staff
practice and the quality of individual care received. People told us the service was well led and managed and
they would be confident in raising any issue or concerns should they arise.

Since the last inspection the new director had supported the new manager and staff team through a period of
significant change and was implementing a programme of development for the management team. These
changes had not impacted upon the delivery of care or the quality of care received and we were confident the
service had sound foundations and the support to continue to develop both systems such as quality assurance
and the skills and knowledge of the management team in order to achieve continuous improvement.
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What the service could do better

While each person had a personal plan the manager should review and develop the content to include the
expected outcomes as a result of the person receiving care and detail when and how the care would be delivered
to meet individual needs and preferences. This will ensure that personal plans inform the care provided and
improve the consistency of care. The manager should also monitor the frequency and quality of care review
meetings and ensure that the personal plan, including risk assessments are updated following review. Reviews
could more effectively capture progress and set future goals. (See Recommendation 1)

People supported can expect the organisation to have robust quality assurance processes in place. The manager
should improve the existing quality assurance systems so that any issues that could have a potential negative
impact upon the health and wellbeing of people are timeously identified and addressed. (See Recommendation
2)

While stakeholders were included and asked for their views in different ways, this could have been more regular
and consistent. The service could demonstrate how the views gathered from stakeholders influence change and
service improvement and the impact upon people supported.

While team meetings were taking place, these could be more regular and provide opportunities for staff
development and reflective practice potentially improving individual outcomes.

Requirements
Number of requirements: 0

Recommendations
Number of recommendations: 2

1. The manager should ensure that each person has a personal plan in place which clearly states the expected
outcomes as a result of the person receiving care and details how the care would be delivered to meet the
individual needs and preferences. The plan should be regularly reviewed and updated.

This is to ensure that care and support is consistent with the Health and Social Care Standards which states that:

'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'. (HSCS 1.15)

"I am fully involved in developing and reviewing my personal plan, which is always available to me'. (HSCS 2.17)
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2. The manager should improve the existing quality assurance systems so that any issues that could have a
potential negative impact upon the health and wellbeing of people are timeously identified and addressed.

This is to ensure that care and support is consistent with the Health and Social Care Standards which states that:

I benefit from a culture of continuous improvement, with the organisation having robust and transparent quality
assurance processes. (HSCS 4.19)

Complaints

There have been no complaints upheld since the last inspection. Details of any older upheld complaints are
published at www.careinspectorate.com.

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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Inspection and grading history

Date Type Gradings

10 Apr 2018 Unannounced Care and support 5 - Very good
Environment Not assessed
Staffing 5 - Very good
Management and leadership Not assessed

3 May 2017 Announced (short
notice)

Care and support 6 - Excellent
Environment Not assessed
Staffing 5 - Very good
Management and leadership 5 - Very good

29 Apr 2016 Unannounced Care and support 5 - Very good
Environment Not assessed
Staffing 5 - Very good
Management and leadership Not assessed

6 May 2015 Unannounced Care and support 4 - Good
Environment Not assessed
Staffing 5 - Very good
Management and leadership 5 - Very good

14 May 2014 Unannounced Care and support 4 - Good
Environment Not assessed
Staffing 5 - Very good
Management and leadership 4 - Good

19 Dec 2012 Unannounced Care and support 5 - Very good
Environment Not assessed
Staffing 4 - 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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