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About the service

Westlands registered with the Care Commission in 2009 and transferred its registration to the Care Inspectorate
in 2011. The service is registered as a combined care at home and housing support service. The service is
provided by Balfield Properties trading as Westlands, a private organisation. The service provides
accommodation and support to adults who have support needs because of a learning disability from two houses
very close to each other on the eastern outskirts of Dundee.

The stated aim of the service is: 'To provide a safe, comfortable and happy environment for all service users, and
to assist with improving social and domestic skills and abilities.'

What people told us

During this inspection views were gathered from one learning disability nurse, two care managers, two parents
and six service users. The inspector also spoke with a stakeholder who was a relative of a resident's partner.
The inspector also looked at nine Care Standards Questionnaires (CSQs). Here are some of the very positive
things that people said:

Service Users

'I have my own room now after I chose not to share any more. The staff listened to me and I enjoy my own
space now. I am at college being supported to undertake a digital skills course.'

'Staff are supporting me to eat more healthily. We make our own healthy packed lunches now instead of
sometimes eating out. The food on offer is generally very tasty, I like it.'

'My key worker is someone I can talk to about my problems.'

'Recently staff have supported me to attend the funeral of a close relative. They came with me and helped me
pick out some new clothes to wear.'

'The staff treat me with dignity and respect and listen to my views. We have a regular residents meeting where
we can discuss anything we like. That includes menus, rooms, events and there is even an open mic at the end
where we can say what we like.'

'This is a fantastic place to live.'

'I really enjoy living in Westlands and feel comfortable and safe. I am supported well from staff.'

'I do not have a sexual relationship but I know that Westlands support other residents who choose to have one.'

'Yes I get regular review meetings every six months.'

'I am going on holiday in the summer and staff will support me. I am really looking forward to it.'
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Care Managers

'Review meetings are always very relaxed with residents in attendance. Staff are not afraid to be open about
and tackle difficult issues at these meetings. This is done in a compassionate and sensitive way.'

'The service is exceptionally person-centered. It has a friendly community atmosphere and family feel. I really
rate it.'

'They support people to be full citizens of society going on holidays, voting and being supported to attend
funerals.'

'They communicate well with me and are not afraid to ask for advice where they feel they need it.'

'Staff are very proactive in supporting people. The people I support are doing very well there. There have been
lots of positive outcomes for people with quite complex histories and needs. It is a safe and secure environment
yet independence is promoted.'

'They are very good on the healthy eating and on health checks. I have nothing negative to say about the
service.'

Relatives/Other Stakeholders

'From my point of view as a parent this service could not be better. It was everything I was looking for.'

'The place has a friendly sociable environment which benefits my son as he was very isolated before. It's like a
big family and that fitted what I wanted. Staff are friendly, they care, are sensitive and well-informed. If I have
any issues I speak to Rhys.'

'They are really good at promoting independence and supporting my son in his placements in the community.'

'My son who has learning difficulties is in a relationship with one of the residents at Westlands. Staff support
him and the residents in their life choices and make it very easy for them to have the relationship they choose. I
like visiting as it's a very friendly atmosphere.'

Self assessment

The service had its own ongoing development plan and assessment of improvements.

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
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Quality of care and support

Findings from the inspection

It was clear that people who used the service had confidence in the people that supported them. This support
was a very high quality and included strengths in areas such as dignity and respect, compassion, being included
and being responsive to people's support needs. In many ways Westlands was a unique service. The following
gives evidence of its strengths.

The service was excellent at supporting people with learning disabilities and treating them with dignity and
respect. Observation of staff interactions with people who used the service showed them respecting people's
choices and interacting with them in a friendly and supportive way. One resident had recently lost a very close
relative and the inspector observed staff supporting her feelings and making plans for her to attend the funeral.
They had also made sure she was supported to go shopping for an outfit suitable to wear at a funeral.

Although it was a busy and sociable place, there was very little friction as people were aware of how to treat
each other and took their example from staff who respected people and were aware of their particular individual
needs. The inspector observed staff telling one person how good she looked after she had her hair cut. That
person obviously benefited from such positive regard.

The service was very strong on compassion and it was clear that all members of staff empathised with residents
and their needs. Two women who had been sharing a room had developed to a stage where they needed their
own space so that they could explore their own individuality. The service proactively supported this and ensured
they got their own rooms.

Residents of the service were not only included in how the service operated but were helped to be included in
society as full citizens as well. The service had regular resident's meetings at which any issues were discussed.
Recent minutes of one such meeting showed they had voting, mental health, holidays, menu planning and an
open mic slot on the agenda. Residents spoken with about this meeting knew it was for them to have their say
and they confirmed that they felt listened to. One of the key items at this meeting was the service discussing
with residents the fact that they may widen their admission policy to include people who have mental health
issues. The manager confirmed that anyone who came to live at Westlands would only do so with the full
approval of the other residents as it was their home.

The care and support provided was responsive and proactive. On the day of inspection, which was unannounced,
the service users were receiving a talk on nutrition from a nutritionist. They were showing residents how much
sugar was contained in some of the everyday foods and drinks that they consumed. This was all part of the
service's drive to improve people's diets in relation to sugar intake and obesity. One resident had recently been
diagnosed with diabetes so the service was working on improving its advice to people. Menus at the service
were also planned with residents, to be healthy and nutritious.

There was evidence of service users being supported for health checks and health screening. People's health
needs were fully reflected in their support plans which assisted staff to closely record and monitor their health
outcomes.

There was also evidence of people being supported to be full members of their local community. People were
supported to use public transport, have paid employment, do voluntary work, attend educational establishments
and to do the more everyday things like shopping and going to the cinema.
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The unique and outstanding feature of this service was the way it promoted a sense and atmosphere of
community. Residents treated each other with respect and even supported each other when this was required.
A lot of this came from the example set for people by the staff group and management. This was characterised
by the practice of inclusion over all decisions made about the service. Everyone was included in decisions about
new residents, new staff members, holidays, food, activities and chores. This was balanced by a very person-
centred focus for each individual. In a way this simple ethos of a shared community was working exceptionally
well and benefiting all of the residents who were making the most of their lives and being enabled to be full
citizens in society. This is why a grade of excellent has been awarded for this service.

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

The service had a unique approach to management which harnessed an ethos of inclusion and a sense of team.
The service plan highlighted how it was going to improve using the key themes from the Health and Social Care
Standards (HSCS). This put service users at the heart of everything they did and, coupled with their inclusive
approach, meant that most decisions taken in the service were consulted upon and agreed with residents and
staff. This meant that outcomes were very positive for people as everything undertaken had their blessing.

Where resident's rooms needed refurbishment, they were included in the decision and their views listened to.
One resident wanted a room where she could entertain, as well as sleep, and the service had adapted it to be
more like a bed sit. This aligned with the goal of independent living for this person.

The services development plan included aspirations such as; 'I experience high quality care and support that is
right for me' and 'I have confidence in the people who support and care for me'. These were accompanied by
plans to revise support plans to reflect the new care standards and ongoing support for staff to achieve Scottish
Vocational Qualifications (SVQs) and registration with the Scottish Social Services Council (SSSC). This was done
as a form of continuous review of everything the service did; always focusing it back to outcomes for the people
they supported.
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There was evidence of excellent partnership working with care managers and the wider multidisciplinary team
involved in the lives of its service users. This was important to ensure good outcomes for service users who
often had very complex needs. A stakeholder survey had been undertaken to gather views of people connected
to the service.

The support for staff was well-managed via the use of regular supervision, team meetings and appraisal of
practice. Staff spoken with were used to having their practice observed in order for them to improve. There was
evidence of the service ensuring that they utilised the individual skills of staff members for the benefit of
residents. Residents could select their own key worker from amongst the staff group; this was part of the
services ethos of building effective and trusting relationships between staff and residents.

The service kept up to date with changes and developments in their sector of care by attending a local providers
forum and keeping up-to-date online using the Care Inspectorate's Hub and other websites as sources of
information for improvement. They also had links with other similar services in the area with whom they shared
knowledge and information. Care and health professionals spoken to about the management of the service felt
that it was very effective and promoted person-centred outcomes for people.

In conclusion the inspector was impressed with the way this service was managed. Its approach was holistic,
geared towards positive outcomes for the people it supported, recognised the importance of well-trained
confident staff and most importantly it achieved the maintenance of a harmonious community where individual
members were able to live as full a life as possible. To visit Westlands, for the inspector, was to witness
something unique; a nurturing and progressive community where people who were supported thrived and made
the most of their lives. This is why a grade of excellent has been awarded here.

Requirements

Number of requirements: 0

Recommendations

Number of recommendations: 0

Grade: 6 - excellent

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

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

27 Apr 2018 Unannounced Care and support 6 - Excellent
Environment Not assessed
Staffing 5 - Very good
Management and leadership Not assessed

12 Apr 2017 Unannounced Care and support 6 - Excellent
Environment Not assessed
Staffing Not assessed
Management and leadership 6 - Excellent

5 Apr 2016 Unannounced Care and support 6 - Excellent
Environment Not assessed
Staffing 6 - Excellent
Management and leadership Not assessed

What the service has done to meet any recommendations we
made at or since the last inspection
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Date Type Gradings

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

18 Apr 2014 Unannounced Care and support 5 - Very good
Environment Not assessed
Staffing 5 - Very good
Management and leadership 5 - Very good

16 Aug 2013 Announced (short
notice)

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

11 Mar 2013 Unannounced Care and support 4 - Good
Environment Not assessed
Staffing 4 - Good
Management and leadership 5 - Very good

22 Jun 2011 Unannounced Care and support 3 - Adequate
Environment Not assessed
Staffing 3 - Adequate
Management and leadership 3 - Adequate

20 Apr 2011 Unannounced Care and support 2 - Weak
Environment Not assessed
Staffing 3 - Adequate
Management and leadership 3 - Adequate

3 Nov 2010 Announced Care and support 2 - Weak
Environment Not assessed
Staffing 3 - Adequate
Management and leadership 3 - Adequate

23 Feb 2010 Announced Care and support 3 - Adequate
Environment Not assessed
Staffing 2 - Weak
Management and leadership 2 - Weak
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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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