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About the service

Raeburn Nurse Community Care provides a support service to people in their own homes in Aberdeen City,
Aberdeenshire and part of Perthshire. It provides a flexible service to service users with a range of complex
needs. The provider is Raeburn Group Limited. The service has been operating since 2009 and has been
registered with the Care Inspectorate since the Care Inspectorate was formed in 2011.

The service states that it aims to provider support "to make it possible for you to stay at home where you are
most comfortable."

What people told us

We asked the provider to distribute 30 Care Standards Questionnaires to people using the service, we received 27
completed ones back. In addition, we shadowed a care worker and visited three clients in their home. Our
inspection volunteer undertook telephone calls with people using the service and spoke with four clients
and nine relatives. Overall the responses were very positive. One person asked us to pass on a request about
how their relatives care was delivered to the service, we raised this with the manager who agreed to link with
them to discuss further. Comments included:

"The service is very dependable and the carer very attentive to the needs of my relative."

"I am very pleased with the carers, they take time to chat. I live on my own so this is greatly appreciated."

"Having the continuity of the same carer was very important to us."

"I have a regular carer with whom I have a good relationship."

"All staff complete the big folder so its accurate for the next one (carer)."

"Top marks"

"The staff tidy up behind them leaving my home tidy, they are respectful of my home."

"I'm very lucky."

"I've never had a complaint, I'm happy.

Overall we concluded that there was a high level of satisfaction among those that use the service.

Inspection report

Inspection report for Raeburn Nurse Community Care
page 2 of 8



Self assessment

We did not request that providers (except childminders) complete a self assessment for the 2018/19 inspection
year. Instead, we took the opportunity to discuss and assess the services progress using the providers internal
quality assurance. We found that the service did not have a development plan against which we could assess
progress on key aspects of improvement. We discussed with the service the benefits of a development plan and
how we will use this as part of our ongoing scrutiny and improvement processes.

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 4 - Good

Quality of care and support

Findings from the inspection

We assessed the quality of care and support in this service was of a very good standard.

We found there to be a very high level of satisfaction among the people we consulted as part of the inspection.
They told us that they felt confident and comfortable with the people that supported them and that respected
their house as their home. During the inspection we saw that positive relationships had been developed
between service users and staff. This contributed positively to staff having a good understanding of people's
needs and expectations.

Support plans were in place which informed staff of people's needs. Most of those that we sampled were clear
and concise and identified what effective care would mean to the person. This meant that staff were clear
about what expected of them when supporting people. We did, however, find that there were at times delays in
getting a plan of care in place for new clients. This meant that staff did not always have enough information to
deliver their support needs. The manager told us that they were working on an interim care plan format for new
clients. This should be promptly introduced to ensure people's needs are met, see recommendation one.

We saw that people were supported to receive their medication in the way that it had been prescribed for them.
However, we felt that staff sometimes undertook tasks that some people could do for themselves. For example,
staff would get the medication and the drink and take it to the person, even when they were able to do this for
themselves. As a result, we found that people were often encouraged to sit for long periods without moving. It
would be good to see a more enabling approach to medication management that promoted people to be active
and in more control of their own health and wellbeing.

We saw that people were at the heart of reviews that were undertaken about their care and support. This is
important because people should expect to be recognised as an expert in their own experiences, needs and
wishes and have a say in what's right for them. It was encouraging to see that people's views and opinions
were listened to and actions agreed at meetings were implemented to help improve people's lives.
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Requirements

Number of requirements: 0

Recommendations

Number of recommendations: 1

1. The service provider should ensure that all service users have a written care plan that clearly and accurately
describes how they are to be supported by the staff team. In particular, plans for people who are new to the
service should be developed and made available to staff as soon as is possible and no later than 28 days from
the date they first received the service.

This is to ensure that care and support is consistent with Health and Social Care Standards (HSCS) which state
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).

Grade: 5 - very good

Quality of staffing

This quality theme was not assessed.

Quality of management and leadership

Findings from the inspection

We assessed the management and leadership of this service to be operating at a good level of performance.

We found that management and staff worked well together and there was a strong sense of teamwork. This
contributed positively to team members supporting each other well and being responsive to changing priorities
within the service.

People using the service should expect to benefit from a culture of continuous improvement. We examined a
range of documentation and were satisfied that the service had taken positive action to deal with issues as they
arose to help bring about improvement to the service and to individual people receiving support.

It is important that people who use the service should know that carers who support them have been
appropriately and safely recruited. We found that safer recruitment guidance was being followed and worked
well. The system for enabling and ensuring that workers were appropriately registered with the Scottish Social
Services Council (SSSC) was not completely effective and would benefit from early support for new employees to
progress the process for registration. This would help support people to obtain their registration within the
required timeframe, see recommendation one.
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We found that there was a variety of training opportunities to support staff development. This contributed
positively to the development of a skilled and competent workforce. However, we found that not all staff were
up to date with the training that was required of them, see recommendation two.

The provider showed us their processes for quality assuring the service. We found that these included spot
checks on staff when they were supporting people, and opportunities to gather feedback from people using the
service. We did, however, find that these were often undertaken in a random and unplanned way and were not
always linked to plans for improvement. We felt the service would benefit from reviewing their quality assurance
systems to ensure that they were applied consistently and in a way that supported improvement.

Requirements

Number of requirements: 0

Recommendations

Number of recommendations: 2

1. The service provider should ensure that they support staff to register appropriately and timeously with the
Scottish Social Services Council (SSSC).

This is in order to ensure that care and support is consistent with the Health and Social Care Standards
(HSCS) which state that "I use a service and organisation that are well led and managed" (HSCS 4.23).

2. The service provider should ensure that staff have the necessary training that is required of them to undertake
the job safely and competently.

This is in order to ensure that care and support is consistent with the Health and Social Care Standards (HSCS)
which state that "I have confidence in people because they are trained, competent and skilled, are able to reflect
on their practice and follow their professional and organisational codes" (HSCS 3.14)

Grade: 4 - good

Previous requirements

There are no outstanding requirements.

What the service has done to meet any requirements we made at
or since the last inspection
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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 recommendations we
made at or since the last inspection
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Inspection and grading history

Date Type Gradings

22 Nov 2017 Announced (short
notice)

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

30 Nov 2016 Unannounced Care and support 5 - Very good
Environment Not assessed
Staffing 5 - Very good
Management and leadership Not assessed

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

25 Nov 2014 Unannounced Care and support 5 - Very good
Environment Not assessed
Staffing 5 - Very good
Management and leadership 5 - Very good

16 Dec 2013 Announced (short
notice)

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

26 Feb 2013 Announced (short
notice)

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

23 Dec 2010 Announced Care and support 5 - Very good
Environment Not assessed
Staffing Not assessed
Management and leadership Not assessed
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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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